Queensland Government Agency Libraries Review: Options Paper by Hallam, Gillian
This is the author’s version of a work that was submitted/accepted for pub-
lication in the following source:
Hallam, Gillian (2010) Queensland Government Agency Libraries Review:
Options Paper. Queensland Government. Department of the Premier and
Cabinet, Brisbane, QLD.
This file was downloaded from: http://eprints.qut.edu.au/50582/
c© Copyright 2010 Please consult the author(s).
Notice: Changes introduced as a result of publishing processes such as
copy-editing and formatting may not be reflected in this document. For a
definitive version of this work, please refer to the published source:
Queensland Government Agency Libraries Review 
 
 
 
 
 
Queensland Government 
Agency Libraries Review 
 
 
QGALR Project Board 
Consultant: Dr Gillian Hallam  
 
June 2010 
Options Paper  
 
Queensland Government Agency Libraries Review 
 
 2 
 
 
Queensland Government Agency Libraries Review 
 
 3 
 
 
 
Executive Summary 
 
The Queensland Government Agency Libraries Review was undertaken during the period January-June 2010.  The 
research project was sponsored jointly by the Director-General, Department of the Premier and Cabinet, and the 
Director-General, Department of Public Works.   The objective of the project was to examine future options for the 
Queensland Government library and research services that provide clients with efficient and cost-effective access to 
the information they need to conduct government business, to develop a picture of the services provided, the 
information resources managed, the client base and staffing.  The review also considered the environmental factors 
impacting on contemporary government libraries to determine possible strategies that would ensure a strong and 
sustainable future for the services. 
Critical library performance data was collected for the 18 individual libraries included in the study, with a 
comprehensive questionnaire completed and a library portfolio collated for each library service.  Interviews were 
held with the library managers and a series of focus groups was held with library staff, library clients and senior 
managers who had responsibility for library and research services within their agency.  Broader consultation was 
achieved through an online questionnaire for various stakeholder groups, as well as a series of semi-structured 
interviews conducted with representatives of national and state agencies in the library sector.  The review sought to 
capture the strengths and weaknesses of the current agency-centric model and to identify opportunities to enhance 
the strategic and operational value of government information services.  
It was found that the current landscape with its patchwork of libraries presents significant barriers to research 
services provision across a large institution like the Queensland Government, resulting in inequitable access to 
information resources.   The silo structure of the current model encourages the replication and duplication of 
resources and services, which is wasteful and also directly inhibits the capacity for agency libraries to support policy 
development, research and service delivery.  While some arrangements are in place to encourage cooperation and 
collaboration, the tapestry of distributed, autonomous agency libraries means that there is no single unit or position 
charged with responsibility for coordination. 
Machinery of Government changes, most recently in 2009, represent continuing challenges to government libraries, 
with significant administrative consequences that involve blending or dividing collections, aggregating or splitting 
library catalogues, renegotiating licences for electronic resources, physical relocation and client dislocation.  A 
number of service level agreements are established at times between agencies to enable government staff to access 
the library and research resources that are relevant to their business.  The evidence shows that these administrative 
arrangements and procedures are confusing and counter-productive to effective client service.   
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The relevancy of government library and research services is further challenged by Internet services, digital 
information and the plans for eGovernment.  The responsibilities of library staff cover meeting the agency’s research 
needs, preserving unique government print resources, managing major digitisation projects and driving the 
innovative use of Web 2.0 tools.  Their high level information skills means that library and research staff play an 
important role in developing the digital literacies of government officers, thereby contributing directly to the 
government’s workforce capacity. 
The review process culminated in identifying potential options for future service delivery.  The preferred option 
involves a proposal for the centralizing responsibility for the coordination  of a  network of Queensland Government 
Libraries and Research  Centres (QGLR).  The establishment of a network of research centres, with a central point for 
coordination of common strategies, systems and processes will enable library and research services to flow around  
individual agencies, and provide clearer avenues for multi-disciplinary work that characterises contemporary 
government policy and government services.   The key elements of the proposal include the development of a single 
library and research portal for all government officers, which can be tailored to meet their particular research needs; 
increasing the visibility and accessibility of information and knowledge resources to those officers regardless of their 
agency affiliation; introducing better, more cost effective purchasing and licensing arrangements; and the potential 
to have a voice of influence in the strategic agenda for the government’s use of information and research.  
Recommendation 
Option 4  is recommended as the preferred option.  Queensland Government Libraries and Research Centres model 
should be adopted as a long term strategy to achieve strong, sustainable and coordinated government library and 
research services and to improve access to government information.  
In the short to medium term Option 5 is recommended to progress collaborative efforts which build on existing 
strengths. 
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1.0 Introduction  
The Queensland Government Agency Libraries Review (QGALR) was sponsored jointly by the Director-General, 
Department of the Premier and Cabinet, and the Director-General, Department of Public Works.  The review was 
charged with the task of using evidence-based practice to inform the development of options that could determine 
future service delivery models for government departmental and agency libraries in Queensland.  It was widely 
acknowledged that ongoing technological, financial and administrative changes presented government library and 
research services with a number of significant challenges in terms of delivering services to clients.  The review 
project therefore sought to examine the environmental factors impacting on contemporary government libraries 
and to consider the opportunities for optimising services to achieve improved access to information resources across 
the core agencies.   
The stated project aims were: 
 To establish relevant stakeholder engagement in the project 
 To examine the diverse stakeholder perspectives on current library services and to identify anticipated 
future needs 
 To undertake the collection and analysis of critical library performance data, to encompass stakeholders, 
infrastructure and resourcing 
 To prepare a review of the literature that discusses current issues and challenges facing libraries and 
contemporary research into government library service models. 
The project commenced in January 2010 and concluded in June 2010. The literature review was completed as the 
first deliverable in the project (Hallam, 2010).  Data about the individual library services was collected from library 
managers, to provide comparable information about library staffing, library clients, service delivery, library 
resources, library automation, space and storage, library finances, along with some perspectives on apparent library 
trends.  Broad consultation strategies were employed to encourage stakeholder engagement, with a series of focus 
groups conducted with library staff, library clients and senior managers.  Interviews were also held with the 
individual library managers, as well as with representatives of national and state agencies within the library and 
research services sector. 
The following libraries were considered in scope for the review: 
Dept of Communities  
Dept of Communities: Queensland Academy of Sport 
Dept of Community Safety: Combined Emergency Services Academy 
Dept of Community Safety: Corrective Services Academy 
Dept of Education and Training 
Dept of Education & Training: Indigenous Schooling Support Unit 
Dept of Education & Training: Languages Other Than English Library 
Dept of Employment, Economic Development & Innovation 
Dept of Environment & Resource Management 
Dept of Justice & Attorney-General 
Dept of Public Works 
Dept of the Premier & Cabinet 
Dept of Transport and Main Roads 
Office of the Queensland Parliamentary Counsel 
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Queensland Audit Office 
Queensland Health Central Library 
Queensland Health Forensic & Scientific Services 
Queensland Police Service 
The Dept of Justice & Attorney-General Library has since been renamed Crown Law Library. Four further libraries 
were included in the initial list of libraries in scope for the review: Fair and Safe Work Queensland, the Office of 
Economic and Statistical Research (OESR), the Office of State Revenue (OSR), and Safety in Mines Testing and 
Research Station (SIMTARS).  Fair and Safe Work Queensland became part of the Crown Law Library, the operations 
of OESR and OSR were subject to an internal Treasury review and downscaled and SIMTARS exists under the DEEDI 
umbrella.  Detailed data was therefore not collected for these four library and research services. 
The review specifically sought to meet the Queensland Government’s goals of ensuring open and accountable 
government, through the development of informed strategies to provide officers, regardless of where they were 
employed, with access to authoritative and relevant information resources that support their business requirements 
in a timely and cost effective way.  
1.1 Background to the review 
In 2002, the Queensland Government undertook the Aligning Services and Priorities Strategic Information 
Management (ASAP SIM) project, which encompassed a review of government agency libraries in order “to progress 
a Whole-of-Government approach to library service delivery” (ASAP, 2002, p.4).  The scope of the ASAP Review 
included all Government agency libraries (excluding Government Owned Corporations, school and TAFE libraries and 
local government libraries).  State Library of Queensland (SLQ) was included in the study.  The ASAP review 
recommended a whole-of-government service and delivery model be developed, along with a whole-of-government 
purchasing model for the acquisition of library materials.  It was suggested that a strategic plan for government 
libraries should be developed and maintained by the Queensland Government Libraries Committee, and a 
performance monitoring model be developed.  The complexities of the data collected in ASAP Review highlighted 
the different client bases of SLQ and the agency libraries:  SLQ is ‘outward facing’ with services developed for the 
general public, while agency libraries are primarily ‘inward facing’ with services developed for Queensland 
Government officers.  The ASAP Review presents valuable data about government library services in 2002, but the 
recommendations were never actualised.  
The Queensland Government Service Delivery and Performance Commission presented its report on the Review of 
the Shared Service Initiative in March 2007. It was noted that while CorporateLink and Corporate Solutions 
Queensland provided library services to some agencies within the respective clusters, they were the legacy of 
previous shared service arrangements and, as such, were not considered to be in-scope for the review (SDPC, 2007). 
A further library review was completed in 2008, which examined the services provided by the Department of the 
Premier and Cabinet (DPC) Library and Research Services (LRS) to Department of Tourism, Regional Development 
and Industry (DTRDI).  The specific focus of this review was “to investigate and assess the cost effectiveness of the 
current DPC Library and Research Services Operating Level Agreement and to investigate the cost and necessity of 
subscriptions that the Department has external to this agreement”.  The review provided rich data about the 
information resources used by staff of DTRDI, including the client perspectives on the value of the library services.  
The review culminated in a new Operating Level Agreement for the 2008-2009 financial year.  DTRDI was moved to 
the Department of Employment, Economic Development and Innovation (DEEDI) under the Machinery of 
Government (MoG) changes in March 2009. 
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The Department of Public Works (DPW) prepared a report on the possible service and funding models for the 
agency’s Library and Information Centre (L&IC) to cover the services provided to officers in the Department of 
Housing (DPW, 2009).  The Department of Housing was merged into the Department of Communities as Housing and 
Homelessness Services in March 2009.    
In mid 2009, the Supreme Court of Queensland (SCQ) and the Department of Justice and Attorney-General (JAG) 
established the Library Amalgamation Steering Committee (LASC) to determine whether significant savings could be 
achieved through an amalgamation of the JAG Library and the SCQ Library.  It was found that the main savings were 
like to occur through a reduction in the print subscriptions, eg looseleaf services.  However, as the clients in JAG and 
Crown Law required direct access to legal resources within the State Law Building, and the SCQ Library was a non-
lending library, it was not practical to have a full amalgamation of services. The JAG Library was transferred to Crown 
Law and is now run as a commercial practice, with new arrangements in place for SCQ Library to provide online 
subscriptions and services. 
The MoG changes in 2009 saw the establishment of the Department of Employment, Economic Development and 
Innovation (DEEDI), which brought together the following agencies: 
 Department of Primary Industries and Fisheries (DPIF) 
 Department of Tourism, Regional Development and Industry (DTRDI) 
 Trade Queensland 
 International Collaborations 
 Office of Liquor Licensing, Gaming and Racing 
 Fair Trading 
 Employment and Indigenous Initiatives 
 Rural and Regional Communities 
 Department of Mines and Energy (DME) 
Library services to DTRDI, Trade Queensland, International Collaborations, Liquor Licensing, Gaming and Racing were 
provided by DPC LRS, with a Service Level Agreement (SLA) to the value of $500, 000 for 2009/10.  The Department 
of Environment and Resource Management (DERM) library supported the needs of the DME staff, with an SLA 
valued at $189,000.  A number of internal working papers have been drafted to consider the options for library 
services aligned with the new agency structures.  The current SLAs paid by DEEDI will terminate on 30 June 2010 and 
DEEDI will provide all its  library and research  services internally. 
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1.2 Structure of the report 
This report discusses the project activities that represent the different components of the Queensland Government 
Agency Libraries Review.   As noted, the project was contextualised through a review of the literature (Hallam, 2010) 
to consider the specific issues and challenges impacting on contemporary government libraries and their staff.  The 
literature review focused on four key areas: 
Current directions in government administration 
Trends in government library services 
Issues in contemporary special libraries 
Skills and competencies of special librarians. 
While the literature review is available as a separate document, it remains an important component of the project.  
Section 2 of the report considers the role and value of government agency library and research services, through a 
distillation of the qualitative data collected through the interviews and focus groups.  The future options for the 
delivery of information and research services are outlined in Section 3, with five options presented:  to continue the 
status quo; to move the libraries under the State Library umbrella; to introduce shared service arrangements,  to 
establish Queensland Government Libraries and Research Centres (QGLR); and to undertake a staged approach to 
establishing such a network.   The report closes with the summary and recommendations.  The research 
methodologies are reviewed in Appendix 1, presenting the approaches used for data collection.  Appendix 2 provides 
the detailed data collected through the survey of agency library and research services.  The data collection 
instruments and details of the stakeholders are presented in additional appendices. 
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2.0 The role and value of government agency library services 
The QGALR provided a valuable opportunity to examine the issues of government library services through both 
qualitative and quantitative perspectives.   While the term ‘library’ brings with it images of the library as place, 
library services are predominantly about people.  The views and opinions of those people involved in the provision 
and the use of library services were considered a key component of the research activities. 
The qualitative research activities focused on the role government agency library and research  services play in 
supporting government policy development, research and service delivery, the effectiveness of the present model of 
library services, and the strategic and operational value of library and research services to government agencies.  
The discussions focused on the issues and challenges facing the library services, as well as considering  the untapped 
opportunities for library and research professionals.  
2.1  The current model for government agency library services 
Current library and research services underpin the development of government policy, the exploratory and analytical 
work undertaken by research scientists, the clinical information that is critical to the delivery of health services, the 
legal materials used by the government’s legal teams, and the resources that support the community workers, 
including teachers, police officers and emergency services.   Each client group has its own distinctive information 
needs. Nevertheless, it is acknowledged that not all government employees need access to or use of library and 
research services.  
It is only a significant minority that tends to use the library, a core group of users who understand the value… using 
the library may not be core business for everyone. 
The current model of library services is agency-centric.  Appendix 3 shows the libraries mapped against the current 
Queensland government clusters. There are six clusters comprising 13 Departments, led by 18 Ministers.   
 It should be noted that some Service Level Agreements (SLA) are in place between agency libraries for 2009/10: 
DPC with  Queensland Treasury, DIP and DEEDI 
TMR with Roadtek   
DPW with Department of Communities 
In all the interviews and focus group discussions, very few participants related to the concept of the ‘clusters’.   
Library clients did not align their business units and/or agencies with the overarching clusters and where libraries 
were placed in the same cluster, there was no sense of any stronger relationships or greater collaboration between 
the libraries.   
The strength of the library and research services lies in their direct alignment with their client agencies.  Senior 
managers highlighted the strong relationship between their department and its library, with a clear focus on the 
specialised information and the intrinsic knowledge relating to the particular business of the agency.  The embedded 
nature of the libraries ensures that library staff develop a broad and deep understanding of the agency’s information 
needs, that the collections are tailored to meet those needs, and that library clients build strong relationships with 
the library staff. 
It is invaluable to have library services attached to a specific department as the library staff have an excellent 
understanding of our specific 'business' particularly in relation to research and monitoring and are able to efficiently 
and effectively provide support, do searches etc.  
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I appreciate the added value that comes from the library: they know me, my work, the business, the government 
context, then they add in more than I had thought of – lots of lateral thinking.  
Library staff see themselves as being very client-focused, with collections aligned to agencies .  One of their key 
strengths lies in their corporate knowledge:  “we know the clients and we know what they want”.  Research staff in 
many of the libraries work together where possible to share information and resources.  
Many clients noted that the library was integral to their work: 
The quality of the library is directly reflected in the quality of my own work. 
I appreciate the direct face to face client service …they go the extra mile for me to give me services and information - 
THEY MAKE ME LOOK PROFESSIONAL.  
… at the research level we are totally reliant ... library services are just critical for what we do as researchers. 
However, the quality of library and research services varies across the different agencies, and the variations were 
generally related to the levels of funding and support. 
Library managers, library staff, library clients and senior managers with responsibility for library and research 
services expressed consternation about the vulnerability of library and research services in a dynamic and fiscally 
challenged government environment.  
Machinery of Government changes 
There was awareness that MoG changes resulted in a number of challenges, especially in an agency that had been 
subjected to multiple administrative changes.  
Everytime there is a MOG change you gain someone or you lose someone and then it’s usually 12 months before they 
have full access to your network and it is problematic. 
Libraries inherited by a department created through a MoG change have caused a large monetary impost. 
The greatest level of concern was expressed by clients working in DPC, DERM and DEEDI. 
My work requires access to information confined to the DEEDI library, but unfortunately DERM is not in the same 
cluster as DEEDI.  At Mineral House I have previously accessed geologic information in a range of journals that I can 
no longer access.   As a result, I believe I and my business unit cannot deliver quality information to colleagues and 
stakeholders in my planning area, which is a key aspect of my job. 
Former DTRDI (now within DEEDI), an economic development agency with a wide focus of the economy, did not have 
a library but used the DPC library which catered for its needs. DEEDI caters only for a narrow agri industry/science 
area and does not meet the demand of the wider economic development portfolio. 
Some clients raised concerns around losing the intimacy of the relationship with library staff who ‘know the 
business’ when, through administrative arrangements, they move to another department which lacks the specialised 
understanding of their information needs.   The impact on the ‘corralled’ licensing arrangements for electronic 
resources, which saw access to information limited to a group of specific individuals, was compounded by challenges 
of different information and communications technology (ICT) systems in different agencies.  Stakeholders expressed 
their desire for stability: “There’s a clear need to ‘MoG-proof’ the libraries”. 
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2.2   The strategic role of government agency library services 
A significant characteristic of government agency library services is the diversity of specialisations and collections 
which directly support the wide range of government activities and services.  In times of fiscal constraint, there is 
inevitably pressure to consider the role played by agency support services. 
In the Government’s drive and direction for maximising efficiencies out of corporate services, we are needing to look 
at all the resources we have and look at the current positions and the jobs they do and see if they can be re-directed 
or re-fitted to meet the priorities of the department. 
Contributors to the review highlighted the fact that governments are essentially information intensive organisations: 
“The Government is all about information”.  The Queensland Government itself has recognised the strategic value of 
information, stating “…government information is a core strategic asset… increased openness is also a means by 
which the value of the information held by government can be unlocked to deliver better public services” (RTI, 
2008).   The Queensland Government, through its current ICT strategies and information management frameworks, 
has acknowledged that we are living in the age of the digital economy.   
Communities’ expectations of their government and the services and information it should provide are changing 
rapidly.  The age of the ‘digital native generation’ is well and truly upon us, and with it an ever-increasing demand for 
new and innovative on-demand ways for the community to access information, transact and interact. 
There has been an increased focus on informed decision making and on performance management, as “better 
performance information is needed for the department, the Minister, and all stakeholders including Parliament for a 
more informed government” (Queensland Government, 2009, p.7).  
Concern was expressed that ICT strategies tended to focus on the ‘T’ (the technology), rather than the ‘I’ 
(information).   
While the ‘spend’ is on the ‘T’ – the pipes’ – there needs to be a keener focus on the ‘I’:  We need to have clearer 
understanding about the economic and political value of the content. 
While Government is seeking to strengthen community access to information, there should also be strategies to 
increase the capacity of government officers to access the information that is integral to their work.   It is critical that 
the value of information is extended through the use and re-use of government information resources.  This requires 
a deeper understanding of the significant efficiencies that can be achieved through the library and research services 
and through the specialised skills of the information professionals already employed by the government. 
There are, however, mixed messages about the contribution made by library and research services to support the 
strategic direction of the government: some clients feel that their immediate agency library is too ‘traditional’. 
Libraries are linked primarily by the ability to borrow books. Libraries continue to operate a 19th Century lending 
library model with 21st Century tools. Focus on books remains acute, even though most research is now available 
online. 
Other libraries are seen to be driving innovation and change within their agencies to ensure strategic goals are 
achieved. 
They are already becoming far more strategic in the products they provide and the latest research/thinking that has 
been published.  The librarians themselves are better educated in terms of broad policy directions and have been 
successful in tapping into emerging research/trends.  They are making strategic links between high level policy 
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direction, organisational development/public administration directions, and the needs of departmental staff 
responsible for delivering contemporary strategies. 
Clients highlighted the significant role that the library staff played within their agencies, with their notable ability for 
research and analysis. 
The add-on value that they give the scientists is amazing … very significant. 
My own research time is saved with the work of the library staff.  
The competencies and skill sets of the library and research staff were highly valued.  
They have a passion for what they are doing, they are innovative and very on-task … a bit like engineers when they 
are working, very structured, very innovative, very task outcome orientated… always out there looking at new ways 
to do things. 
However, one of the significant challenges for government agency library and research services is the need for 
visibility and recognition.   
The library struggles for recognition for what it provides – it struggles to be recognised for what it does, it services a 
very loyal clientele… the rest of the agency doesn’t really know what to do with it and therefore it fluctuates between 
value and no value. 
Not all government officers will need to utilise library and research services to fulfil their work roles.  One of the key 
issues is the fact that senior managers often fall into the category of non-users, so do not directly understand the 
value of the service to their staff who are regular clients.  In the contemporary information environment, libraries 
need to constantly prove their value and relevance.  Government libraries  need to be “more effective and proactive 
in monitoring strategic changes outside the library world, and to lead change within the organisation… generating 
positive organisational cultures which embrace change and innovation, in support of clear strategic goals will be 
essential” (Hunter & Brown, 2010, p.21).  It is critical that library and research services utilise their strategic plans, 
business plans and annual reports to articulate their alignment with their departmental goals and the overarching 
government goals. 
2.3 The issues and challenges facing government agency libraries 
The current landscape with its patchwork of libraries presents enormous barriers to information access across a 
large institution like the Queensland Government.  The review found clear evidence of this fragmentation: 
 Libraries operating in silos 
 Multiple different library management systems (LMS) 
 The inability to view other agency library catalogues – some are online, others are not 
 The immense administrative overhead of MoG changes to merge – or split – library catalogues and 
collections 
 No clear strategies to avoid duplication or replication 
 Multiple licence agreements to the same electronic resources 
 Officers in different agencies unable to gain access to relevant resources and services because of agency 
specific funding underpinning the current library model. 
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Across the world, governments are adopting ways to increase efficiencies, reduce costs and eliminate duplication of 
services and resources. While Queensland Government currently faces its own technological and financial challenge, 
emerging trends in eGovernment and Government 2.0 will have an impact on library and research services, with the 
increasing need to focus on the management of and access to electronic information sources, which in turn has 
implications in terms of digital literacy.  
eGovernment 
Whole-of-government ICT strategies present clear opportunities for better coordination of agency outcomes to 
reduce departmental silos that are so common.    Government agency library services have an immense amount to 
gain from maximising the opportunities offered by effective ICT strategies that support ‘joined-up government’.   In 
the Toward Q2 through ICT initiative, QGCIO outlines the importance of using ICT to meet the community’s 
expectations for services to be delivered “in an efficient, effective and consolidated manner”.   Collaboration 
between agencies can improve service delivery, increase online engagement, enhance information management 
processes and reduce costs.   
Many of the goals expressed in the Government’s ICT plans are pertinent not only as benefits to ‘all Queenslanders’ 
as citizens, but also to all Queensland Government officers.  There would be clear  productivity benefits for agency 
staff if the library and research services were able to introduce simpler ways to find information, for example 
through  one common interface with access to secure, reliable and valued information.  Innovative library solutions 
could be deployed to provide joined-up information that supports joined up services, so that government 
information services become more cost-effective as a result of reduced duplication and complexity (QGCIO, 2009a). 
The proposal for a ‘single website experience’ should be mirrored in a ‘single digital library experience’ for all 
government employees. There is clear support for the idea of a whole-of-government policy position on online 
access that can transform information retrieval and use. 
If each [library and research service] site looks and feels different from every other one and is used uniquely, the 
[client] faces a confusing and frustrating hunt for information. No matter how good any individual site may be, if 
there is no consistency or coherence among the multitude of sites the [client] must search, the overall effect is one of 
complexity and confusion. 
(The IBM Global Services Australia Report, cited by Access Queensland, 2002) 
The ‘one government’ approach to ICT investment and development as a focus for efficient government and building 
workforce capability (QGCIO, 2009b) resonates with the potential for a ‘one government’ approach to agency library 
and research  services.  This notion reinforces the government’s preference to ‘share before buy before build’ and 
identify the barriers to collaborative adoption of systems.  
An emerging dimension of eGovernment is Government 2.0.   In information environments, Web 2.0 tools utilise the 
Internet to distribute large data sets, enabling people to use and re-use the data by ‘mashing it up’, to combine it 
with other data and transform it for new applications.  The Australian Government Information Management Office 
(AGIMO) outlines Federal Government initiatives whereby the Australian Bureau of Statistics and Geoscience 
Australia are using Creative Commons to allow the use and remixing of data without charge (AGIMO, 2010). 
Web 2.0 is both an opportunity and a threat to government library and research services:  the fact that the 
technologies enable active client participation in the information process can facilitate the creation of dynamic 
resources to support business activity.  Library and research staff need to be driving the activities, as is exemplified 
by the blogs and RSS feeds used by DPC and QH libraries for their current awareness services, as well as 
demonstrating the value of collaborative information strategies.  Clients and managers acknowledged the proactive 
role to be played by the library and research staff. 
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I believe the libraries are driving the current changes around ICT as well as accommodating them - that they are, or 
should be, at the forefront of change. 
Librarians are at the forefront of Web 2.0. 
There are however, significant barriers in terms of the current government ICT infrastructure, Internet access and 
bandwidth, especially in regional areas, which impact not only on Web 2.0, but also on access to eResources in 
general.   There were concerns about the level of security arrangements in place within the agencies, which 
impacted on the capacity to offer eServices. 
…can’t use the simplest of Web 2.0 technology ... we find this to be a huge barrier 
You can’t present yourself as a leader in information... you can’t even access the tools 
In its investigation into the dicoverability and accessibility of government information, AGIMO identified the critical 
issue of digital literacy (AGIMO, 2009). 
Digital literacy 
The AGIMO’s Government 2.0 Taskforce (2009) considered the problems associated with the average citizen’s search 
skills, noting that, while users of online government services may be familiar with the basic features of the Internet 
and web browsers, not many have sophisticated search skills.  It is argued that government employees may also lack 
high levels of digital literacy, so that “vague, generic and unstructured searches will usually result in unhelpful and 
confusing search outcomes” (p.15).   The Taskforce stressed the need both to build the skills of current staff and to 
employ people who can help narrow the skills gap that is an essential dimension of eGovernment.   The review has 
revealed that library and research staff make a substantial, but largely unrecognised, contribution to building the 
capacity of the public service.  By teaching information skills they are actively upskilling and re-skilling government 
employees, thereby increasing the capability of public sector officers to seek and manage information. 
Information skills training represents a key activity for the agency libraries, with tailored courses developed for 
specific cohorts of clients, as well as more general Internet literacy programs.  In some contexts, for example 
community safety and the police service, libraries provide direct support for formal career development programs. 
In other agencies government employees often draw on the library’s resources and services to organise professional 
development activities for their staff and teams.  Some agencies include attendance at information skills courses as 
part of the professional development aspect of the annual performance reviews conducted in their workgroups.   
Library managers and their staff realise the invisibility of their own skill sets, which they felt resulted from the 
‘traditional’ view of the library as ‘place’, rather than understanding the richer picture of contemporary information 
skills.  This situation might reflect the underdeveloped marketing skills and political savviness of library staff. This 
conception was reinforced in the results of the wider consultation process.   It was felt that there was clear potential 
to utilise the skills of library and research professionals far more strategically, especially as the focus sharpened on 
information management policy and practice.  The silo structure of the current distribution of libraries was a 
handicap as there was no common voice.  
The Blueprint for the reform of Australian government administration (Advisory Taskforce on Reform of Australian 
Government Administration, 2010) stresses the value of learning and development in reversing an under-investment 
in government staff.  The Australian Public Service seeks to address the skills gaps in critical areas, which include 
information and research work.  Librarians are frustrated by the seeming impasse of working in a highly dynamic, 
rapidly evolving industry at a time when the funding opportunities for their own professional development (PD) are 
severely curtailed.  However, one senior manager reported that when the agency library services was integrated 
more fully into the organization, library staff were less isolated and had more opportunities for PD.    
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Information Management 
The opportunities for active participation in the information process that accompany Government 2.0 have further 
implications for the government strategies in the information management (IM) arena, which seek to ensure the 
discoverability of the government’s own content.  Current philosophies point to the “democratisation’ of 
information” in the e-environment.  The IM skill set encompasses the competencies to manage and control  
information content.  These competencies include the ability to manage the IM processes, to have oversight over IM 
governance and to understand information architecture, data dictionaries, thesauri, metadata etc.  It is widely 
acknowledged that “the IM expertise in government includes those people in libraries and archives”.   
However, it was also recognised that libraries are often overlooked in the context of IM. Concerns were expressed 
about the multiple – and often confusing – roles that library and research professionals can play: 
It depends where the libraries ‘sit’… while some sit with specialist research groups, others sit close or alongside [IM 
or] ICT.  Can’t we have both? 
As it appears that IM is often treated quite separately from the library, some stakeholders see IM as “a 
comprehensive discussion that the government needs to have”.   These stakeholders see that there are immense 
opportunities to add value to IM activities within the departments, for example by having greater involvement in the 
development of resources created by the agency.  While IM is linked to records management, the bigger picture of 
information resource management should not be overlooked.   Library clients highlighted their concerns about the 
retention of information resources, for example the documents associated with major feasibility studies undertaken 
by specific agencies. 
The ‘current generation’ of senior managers think it is all about the latest ideas; they have no understanding that 
there is value in taking old information and looking at it in a new way.  There is so much repeat work and duplication 
of effort! 
There need to be strategies to manage and protect government IP.  In one case, the original industry reports had 
been thrown out – and we had to negotiate with the original client to buy back our own work! 
In some circumstances, a print copy might be the only available document on a particular topic and consequently is 
still required, so libraries can play a vital archival role for government information.   Digisitation is recognized as a 
key strategy in the efforts to preserve the government’s older, yet valuable, information assets and to make them 
accessible to a wider audience. 
Digitisation 
Clients appreciate that library staff understand both the current and future value of information resources.   Libraries 
are already working with externally sourced and internally created resources, with responsibilities for the spectrum 
of information:  managing print resources, archiving, digitisation, eResources, web archiving and information 
standards.   While discussion in some focus groups considered the problems of managing the ‘grey’ literature (ie the 
internally created information resources which are never published, such as departmental reports or feasibility 
studies), much of this material will also only be available digitally.  Library staff will need to shift from ‘managing 
containers’ to ‘managing content’, with the agency staff generating their own information content.  The role of 
library and research staff is expanding into the areas of copyright and intellectual property rights, as well as 
electronic legal deposit processes. 
The staff of some agency libraries are already involved in their publications series, eg TMR, while other agencies are 
directly involved in digitisation projects to both preserve and provide access to the agency’s resources.   
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Digitisation has started in some libraries – but we have to be careful of duplication and make sure there is 
information on what other libraries might be doing 
The Supreme Court of Queensland Library is guiding the establishment of the new Queensland Legal Heritage 
Museum which will focus on the conservation and preservation of legal materials, as well as the living history of the 
legal profession in Queensland.  
The State Library of Queensland (SLQ) and Queensland State Archives (QSA) have recently released their Digital 
Content Strategy (SLQ & SLA, 2010), which acknowledges the common skills, infrastructure, experience and 
initiatives that will enable the two agencies to work collaboratively to digitise existing collections and to encourage 
new Queensland digital content.  Government agency library and research services share these same synergies in 
relation to the capture, storage, access and re-use of information, as a goal to increase organisational efficiency.   
SLQ and QSA acknowledge that their own mandates in the Digital Content Strategy extend to only some parts of the 
digital content spectrum and they recognise that: 
The complexity of issues in this fast changing area is likely to require a whole-of-government approach to the 
establishment of effective policies and strategies, for the engagement of the necessary community inputs and agency 
commitments, for successful implementation…. We are ready to work with relevant Government departments to 
ensure the development and implementation of an overall Government strategy, to the benefit of all Queenslanders. 
(SLQ & QSA, 2010, p.13) 
Many library and research staff have also begun to grasp the opportunities to use new digital technologies to make 
important physical content more visible and re-usable through digitisation programs and to develop new services 
that offer more equitable access to the government’s information resources, albeit without the infrastructure of the 
larger agencies.    
The client base for library and research services 
Government agency library and research services have a complex client base, due in no small part to the diversity of 
staff, the particular and changing government agendas and the wide spectrum of services provided by government.  
In discussions about the people who should have access to government library and research services, the majority of 
responses highlighted that the core clients should be staff of the particular government agency that hosts the 
service.  In some cases this was quite defined, for example police officers in the Queensland Police Service, 
corrective service officers being trained at the Queensland Corrective Services Academy, or the staff of Queensland 
Audit Office. However, in other circumstances, the situation is not so clear:  the specialisations of the Indigenous 
Schooling Support Unit (ISSU)and the Languages Other Than English (LOTE) library provide resources to teachers in 
all educational contexts including State, Catholic and independent schools, as well as supporting university lecturers 
and students in higher education programs.  For some agencies, the boundaries of ‘internal client’ and ‘external 
client’ are blurred, as is the case with the staff of non-government organisations (NGOs) in the applied health sector, 
or volunteers in the emergency services sector. 
I’m unsure of the position of NGOs and access to library material – different libraries have different policies.  Some 
groups question who their clients are/should be and suggest user pays, subscription, user pays type arrangements – 
while ideally we should be able to (in theory/ ideally) “service any government employee” and make services as 
accessible as possible – but we are still specialist services. 
Other libraries, such as TMR and QAS, allow members of the public to become registered clients with borrowing 
rights, although they are not eligible for research assistance.  In terms of the broadest interpretation, it could be 
argued that government libraries are funded by the taxpayer, so “in theory it is publicly funded information.”    It has 
been noted that some of the government agency libraries contribute bibliographic records to the national database, 
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Libraries Australia, managed by the National Library of Australia (NLA).  This ensures that the resources, generally 
books or print journals, can be made widely available to members of the public through the interlibrary loan 
arrangements coordinated by their local public library.   
 Equity of access to information resources    
New arrangements should take into account the specific requirements for a library as ‘place’.  Within academic 
libraries the significant increase in digital services has seen the reconceptualisation of libraries as space, often with a 
reduction in the shelving requirements and an expansion in study spaces. Existing library space would be reduced  
over a 3 year period  by amalgamation and the reorganisation of some existing libraries as discipline specific research 
centres. In government libraries, the re-assessment of space requirements should include an examination of the 
potential for digitisation of print materials to ensure that there is ongoing access to agency-specific information. It is 
also timely to investigate the opportunities for an archival centre located away from the CBD, providing just in time 
digital resources.   
For Queensland Government to be regarded as a strong player in the emerging context of eGovernment, 
government officers, wherever they work, will need to be highly ICT and information literate. As baby boomers retire 
and members of Gen Y enter the workforce there will be an expectation for a digital workplace that equates with 
their schools and universities.    They will expect information services to be delivered directly to their mobile devices, 
wherever they are physically located (Tanner, 2009 in Hunter & Brown, p.47). 
The inability to have equal access to government funded information was reported to be the greatest challenge for 
agency library services and thus an area of opportunity for changes to the current model of service delivery.  There 
was clear evidence that government officers were constantly frustrated by the problems caused by libraries 
operating in silos, driven by the administrative arrangements of government, especially when the licensing 
arrangements were linked to a particular agency, or even to a business unit within an agency.    
It’s hard to explain to some clients why they are unable to access some resources… there needs to be broader access 
to the relevant resources. 
Accessibility is an issue for all staff across departments. 
Complications emerge for officers in regional areas, or indeed working from home, as clients may not be able to be 
guaranteed access to particular information resources.  When staff members are on secondment to positions that 
are not serviced by their own agency library, they are unable to access the information that they have previously 
been able to use.  Attention should be paid to select professional groups who have highly specialised information 
needs, yet are working across different government agencies, such as legal staff.   Given the high cost of legal 
information resources, it has been difficult for departmental libraries to provide access to the optimum range of 
information that is relevant to these groups of clients.  However, new strategies are being introduced to enable legal 
professionals to have access to the collections and services of Crown Law Library, which will reduce the barriers of 
professional isolation and will ensure that, wherever they work, government legal staff will have “the best access to 
the best information”.  Nevertheless, current licence restrictions mean that the research staff in Crown Law will 
undertake the work on a fee-for-service basis, rather than the legal professionals in other agencies having 
unmediated access to the resource.   
As with libraries in other sectors, government agency libraries are responding to the move from print to electronic 
information, as “online delivery is challenging and replacing traditional channels” (Hunter & Brown, 2010, p.5).   
Drivers for change include emerging user preferences: clients are calling for easier and more efficient ways to access, 
search and navigate content on the Internet.   With the increasing use of mobile technologies there are growing 
expectations for information strategies that encompass the use of PDAs and smart phones.   New business models 
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are appearing which embrace Open Access for scholarly publications, as well as ‘pay per view’ and ‘print on demand’ 
capabilities.  To date this has been predominantly in the e-journal arena, but interest in eBooks is also growing.   
It is predicted that library clients “will demand more personalisation; they will collect resources from a variety of 
sources including libraries and non-library information providers, specifying their particular interests and especially 
valuing new primary material when it becomes available” (Hunter & Brown, 2010, p.28).   While licensing of 
electronic material is a critical issue, there will potentially be a shift away from purchasing and licensing to an 
increased focus on the creation and organisation of the information itself, especially for user-generated content.  
This will bring with it a movement away from ‘traditional’ cataloguing of resources to metadata creation and 
governance. 
Clients assume access to information is seamless, especially new graduates and staff recruited from a university or 
corporate environment where, as long as you are a member of the organisation, you have full access to all licenced 
resources. 
There is a strong need for an ‘integral and integrated’ library services, to service the priorities of the department 
which are information-driven and policy-based… the library brings so much more into the department: daily current 
awareness, weekly newsletters, media monitoring, research, web work… this service is strongly endorsed by 
management. 
 Many universities subscribe to a wide range of electronic journals. Whilst there has been some progression towards 
this practice within government circles, it is still very deficient in the scope of subscriptions that it has. Given that we 
are operating in a highly competitive, dynamic 21st century global economy, employees, particularly those involved 
in research or policy, should have access to all online literature available. 
The issue of pay-as-you-go databases was raised, which could change the financial model for access to electronic 
resources.  Pay-per-view models, such as those offered by IngentaConnect, are increasing the visibility of scholarly 
resources, but they carry with them significant administrative challenges.  Business units will find it difficult to 
budget for and quantify the dispersed expenditure.  There are also likely to be further financial risks as independent 
searchers may also pay for access to resources that are already included in the agency library’s subscription 
databases. 
Consortia arrangements coordinated by the Queensland Government Libraries Consortium (QGLC) have been 
effective in reducing the costs of selected online subscriptions, eg Emerald, Ebscohost and Informit.  They have not 
resulted, however, in wider access to a range of databases, nor removed the barriers to cross-government access to 
the resources themselves.  Clear areas of duplication of effort include book purchasing and journal subscriptions.   It 
is imperative that library and research services consider the opportunities presented by whole-of-government 
agreements in order to achieve real benefits such as removing duplication and reducing costs.    
The library services (in both the public and private sectors) with the strongest level of management commitment are 
those with professional staff who are fully dependent on reliable, authoritative information for their work, such as 
legal and health professionals.  Within the Queensland Government, it is apparent that Queensland Health and the 
Supreme Court of Queensland with Crown Law are the strongest advocates for coordinated purchasing.  These 
library services can also be singled out for moving forward in the area of electronic licensing to ensure equitable 
access to information resources for their agency officers.   
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2.4 Opportunities for government agency library services 
Despite the many issues and challenges facing government agency library services, many library and research 
professionals ensure they are proactive and innovative, “always out there looking at new ways to do things”, eg QH, 
DPC.  There are many examples of leading practice, especially in the larger libraries.  Figure 1 illustrates some of the 
Web 2.0 communication strategies used by QH and DPC. 
 
Figure 1: Examples of Web 2.0 communication strategies 
(Queensland Health and Department of the Premier and Cabinet) 
Unfortunately, however, because of the inequities that result from the current piecemeal structure of library 
services across the agencies, this can result in a sense of competitive advantage, which clients referred to as 
‘fiefdoms’. 
Government services will continue to operate in a climate of constant change.  The new science hubs that are being 
established will bring together a number of Queensland Government agencies with the Commonwealth Scientific 
and Research Organisation (CSIRO).   QHFSS and DEEDI will join with CSIRO to operate from a common site in Health 
and Food Sciences Precinct in Coopers Plains; CSIRO, DEEDI and DERM and will come together in the Boggo Road 
EcoScience Precinct.  Initiatives such as these can be regarded as valuable pilots to demonstrate how greater 
collaboration and coordination can be achieved between the library services, delivering cost savings in space and 
staff and offering significant research benefits through the sharing of resources and services.   
There is considerable discussion regarding the Government’s plans for decentralisation to encourage regional 
population growth away from the main metropolitan areas of South East Queensland.  The broader distribution of 
State employees, as the clients of the government agency library services, will provide greater opportunities to 
develop new virtual services that will support the clients’ library and research needs.  Some regional and remote 
clients who currently have limited access to information services would benefit from the introduction of a 
comprehensive suite of digital information services.  As the Government also introduces flexible workplace initiatives 
to enable officers to work from home, there will be increased expectations for virtual access to the required 
information sources. 
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The review captured many positive ideas about ‘untapped opportunities’ for government agency libraries to deliver 
benefits for the Queensland government including:   
 Increased utilization of Librarians’ skills 
 Increased collaboration 
 Reduced duplication of effort 
 Increased efficiencies resulting in reduced costs 
 Increased access to a wider range of information resources 
A key component of any option should be a strategy to ‘equalise’ the employment arrangements for LIS 
professionals, to streamline the current mix of positions that exists across the agencies while offering better career 
opportunities.   A new organisational structure, together with a vision and plan for 21st century for library services, 
can see Queensland Government become an employer of choice for library and research professionals. 
The value of collaboration was highlighted by all stakeholders. 
Collaboration will be a key feature of future digital library economics as the technologies become so great as to be 
unobtainable or unsustainable within a singular institutional context.  Just as collaborative cataloguing proved the 
most economically sustainable way forward in the 1980s then collaborative models for tools and infrastructure will 
prove fiscally attractive for digital libraries in the next two decades. 
(Tanner, 2009, in Hunter & Brown, 2010, p.41) 
Collaborative strategies will enable library staff to be more clearly identified as the experts in online searching and 
research.  The effective use of web discovery tools can build the potential for semantic searching across government 
websites,  
…offering direct access to quality information, away from Google searches, to ensure the retrieval of better 
information that will support better government policy. 
Over the past decade, the QGLC made significant progress in driving down costs through collaborative purchasing, 
although QGLC might be described  as a ‘buying group’ rather than a true consortium which requires the ‘all in’ 
approach to achieve cost savings.   Libraries believe there is scope for further savings to be achieved through 
centralised purchasing, “but it needs someone to drive it.”  Government libraries need a representative with the 
authority to operate and negotiate such arrangements.  
The current licensing and contract arrangements are haphazard and not well understood. 
The licensing issue is across government, not only in the libraries, but from the library perspective it generates a lot of 
issues when we have a MoG, for example:  having to change licensing names according to departments…   it should 
be possible to negotiate licences at a Queensland Government level … to be in the name of ‘Queensland Government’ 
as opposed to departments. 
There needs to be a central perspective to analyse and understand it all.  A person with the ability – and the authority 
– to drive the negotiations.  A single sign.  It needs someone with top expertise with licensing of eResources, to 
understand the risk factors, to get to know what is needed and to grasp the issues of use – and misuse.  There’s a 
huge danger when you don’t know what you don’t know.  After all, you’re dealing with the commercial world, not a 
friendly society! 
There is an opportunity for the Queensland Government Chief Procurement Office (QGCPO) to work with 
government libraries to address the present shortcomings.  The implementation of whole-of-government strategies 
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for acquisition and use of eResources requires coordination as well as – given the fragmented ICT infrastructure – 
appropriate support to ensure that there is central oversight of the technical issues associated with digital 
information. 
Reliable ongoing funding is critical to underpin effective negotiations and to ultimately maximise savings for 
electronic resources.  Pricing models for eResources are complex, so it is important to determine the economies of 
scale that can be achieved, given the broad range of subject areas relevant to government business.  It is not a 
simple strategy of negotiating access to generic databases, but also access to the many specialist content services 
that are required.  Government needs to be assured that agency libraries are investing wisely to service all clients 
efficiently and effectively.  Multiple licenses for small numbers of users are inevitably much more expensive than 
single licences for larger numbers of users.    
The current model of resourcing is inefficient, the spread of purchasing activity does not lead to a sound 
understanding of the current business models. 
In the electronic arena, small is dangerous. Working in silos is a waste of money. 
Vendor feedback indicates their interest in simplifying existing licence conditions, to consider provisions that truly 
reflect ‘fair use’ and to offer far greater flexibility for client access.  They see the potential outcomes of the Review as 
an opportunity “to break away from the piecemeal muddle of licences and develop a new streamlined approach to 
access to eResources”.   However, vendors acknowledge the challenges they face in relation to the government 
sector, which make it problematic to predict potential usage, especially when there are changing administrative 
arrangements.  MoG changes can easily result in agencies breaching licensing conditions.     
Vendors and libraries are aware of the problems of duplication.  One vendor reported that in another jurisdiction, 
where government libraries had closed, policy officers had panicked and taken out new licenses for their business 
units, resulting in the duplication of subscriptions and inevitably increased spending for the government.  Central 
coordination of licensing has considerable value for vendors and libraries  One vendor provided their ‘blue skies’ 
viewpoint that the ideal model would be a one for all government libraries (Federal, State and Territory) similar to 
the one in place for academic libraries through the Council of Australian University Librarians (CAUL).   CAUL has a 
very strong consortium purchasing model managed by the CAUL Electronic Information Resources Committee 
(CEIRC), which works with vendors to negotiate competitive pricing that is of benefit to all Australian university 
libraries.  A number of years ago, as a research institution, the Department of Primary Industries was able to take 
advantage of the CAUL arrangements.  However, CAUL will no longer accept any new external partners to join their 
purchasing arrangements. 
Queensland Health has successfully negotiated off-the-top funding ($5.45m) for the State-wide licensing of health 
and medical resources.  The Supreme Court of Queensland has also recently negotiated cross-agency licences for 
legal information resources.  Both the health and legal sectors have larger consolidated markets which are arguably 
easier to deal with than the complex tapestry of agencies and subject areas across the rest of government.   In the 
Human Resources area of government, the Public Service Commission had satisfactorily coordinated cross-agency 
access to a licensed CRC Corporate Leadership Council resource, which saved the government considerable 
subscription costs.  However, when the publishers changed their business model, the resource lost much of its value 
to the government, with the result that the subscription was cancelled in 2010. 
A number of agencies are beginning to explore the potential of eBooks.  It would be advantageous to consider a 
coordinated approach to eBook trials, as well as to liaise with the State Library of Queensland (SLQ) to identify a 
broader base for collaboration, with potentially even greater savings to the government.  However, the current 
model of distributed, autonomous agency libraries means there is no single unit or position charged with 
responsibility for coordination.   
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There is immense scope for the role and value of government library and research services to develop and grow, 
taking advantage of the opportunities presented by the expanding world of digital information.  To maintain – and 
sustain – their relevance in supporting the strategic goals and operational activities of the government, libraries 
need to break out of the current silo structure to offer a collaborative, coordinated and cohesive model of service 
delivery. 
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3.0  Future options for government agency library services 
The QGALR has enabled a clear picture to be presented of the government library and research services in 2010.  
Agency libraries have had a chequered history with each library service evolving in their own way over the years. The 
current status of libraries is a result of the varying levels of management commitment and funding over the years.  
Some libraries provide high quality services, benefiting from sound support, innovative library management and the 
judicious use of technologies. Other, often small, libraries provide the best level of service they can given limited 
funding and support. 
Most library and research services, in line with their host agencies, have been impacted by rounds of MoG changes 
over the years, with the inevitable consequences of blending and dividing collections, aggregating catalogue records, 
renegotiating licences for electronic resources, staff relocations and moving to new premises.  A number of SLAs are 
currently in place between agencies to ensure that government officers can access resources and services that are 
relevant to their business.  The evidence shows that these administrative arrangements and procedures are 
confusing and counter-productive to ongoing effective service delivery.  
The current landscape of information resources provision within government agencies was found to be piecemeal, 
with clear inequities in terms of access to quality information.  The infrastructure in the different libraries varies 
considerably, most notably in library management systems where there are seven different systems in 12 different 
versions running across 18 libraries.   Four LMS are hosted externally, two with the software company and two with 
State Library of Queensland.  Five libraries have annual licence fees ranging from $7,000 to $32,000, with a total cost 
for the five of $82,000.  It is estimated that a further 12 libraries have annual maintenance fees ranging from about 
$3,000 to $24,000, totaling $129,000. The total annual spend across government libraries is therefore around  
$210,000.  One library (DERM) pays $32,000 per year to the agency’s internal IT services through a service level 
agreement (SLA). This limits the potential for productive collaboration, increases costs and inhibits cross agency 
access to government owned resources. 
The electronic licensing arrangements within and across agencies are complex and have become increasingly 
complicated as a result of the 2009 MoG changes.  At this time of fiscal restraint and in the lead up to the new 
financial year, there is a flurry of activity for some libraries to enter into new licence agreements for resources that, 
to date, have been licenced to other agencies.  The replication and duplication of resources and services is not only 
wasteful but directly inhibits the capacity for agency libraries to provide efficient and cost effective services that 
contribute to the government’s own strategic and operational goals. 
The review has provided the opportunity to examine the current library arrangements and to explore the issues and 
challenges facing government libraries in Queensland.  The research activities were undertaken with the goal of 
identifying the options for future service delivery models for departmental and agency libraries.   The qualitative 
research activities highlighted the many untapped opportunities for government library and research services.   
Discussions held during the review led to the articulation of a ‘vision’ for the future that would build the capacity of 
library and research professionals to provide strong, sustainable and equitable services to support the policy 
development and research activities that underpin informed government decision making. 
All government departments would have access to the library and research services.  All librarians would have 
intimate knowledge of their department's business, they would attend strategy meetings and be part of planning and 
development. Libraries would be integral to the business of the department.  They would be part of the management 
of the department's information. We differentiate between information created in the department and information 
purchased externally.  It is all information and should be managed accordingly. 
The vision is for an enterprise-wide service model that can break down the information silos in order to achieve 
greater coordination and increase collaboration.  If government employees are to be assured access to the right 
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information in the right format at the right time, regardless of their role or their agency affiliation, the information 
assets themselves must be both visible and retrievable.   Key elements of an effective model of service delivery 
should therefore include: 
 An organisational structure reflecting appropriate levels of library staff responsibility and accountability 
 An appropriate cross government information architecture and ICT infrastructure 
 Purchasing strategies to streamline whole-of-government licensing arrangements 
The review has directly informed the development of potential options for the future.  Further consideration is 
required to determine whether or not to include  the Health and Education sectors due to their size and complexity 
and status of evolution to their own co-ordinated cost effective models, eg. Health receives an “off the top “ 
allocation of $5.4M for a Clinicians Knowledge Network and e-journals. 
 
3.1 Option 1 – The status quo 
The simplest option would be to do nothing and make no changes.  
The current patchwork of services, with uneven levels of funding and differing perceptions of value across 
departments would continue, with some libraries facing ongoing uncertainty and vulnerability due to management 
strategies to reduce overheads for their agencies.  Unproductive costs and inequitable services would continue to be 
incurred with every MoG change and government officers would continue to be confused and frustrated with erratic 
licensing arrangements and service level agreements.  The future for all libraries is likely to be ad hoc and 
uncoordinated.  
Table 1: Option 1 – the status quo: advantages and disadvantages 
Advantages Disadvantages 
Library and research staff located in the agency Information silos  
Narrow subject specialisation Funding  insecurity 
Strong library-client relationships Vulnerability to MoG changes 
Comfort with established arrangements 
(agencies maintain control of all staff and 
resources budgets) 
Wastage in purchasing arrangements 
No change management issues Uneven staffing arrangements 
No industrial relations issues Inequity of access to information resourcing 
No implementation costs 
No visibility or point of responsibility for 
libraries  
 
No ability to realise tangible and intangible 
benefits in a managed and controlled 
manner.  
 
Actions to Implementation 
Communication Plan for stakeholders regarding decision to maintain the status quo.  
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3.2 Option 2 – State Library Umbrella 
  This option would require the State Library of Queensland (SLQ) to become responsible for all government 
agency libraries, ie all staff and services. This model existed until 1985.   Readoption of the model could be 
considered a retrograde step, although the cycles of centralization and decentralization are well recognized in 
public administration.   
In a networked model, all library staff and resources would be transferred to SLQ. This would facilitate strong 
governance across all agency libraries to advocate for and manage the interests of stakeholders as a whole-of-
government process. Staff would be outposted in the network of library and research centres. Within QSL a separate 
QGLR directorate would be established to provide strategic direction and governance for  government agency 
libraries and research centres,  and to contribute to macro policy development, future planning, standards and 
policy.  
The State Library has a very broad and thus distinctly different client base from that of government agencies. SLQ  
serves the general public, and consequently has  different strategic goals (ie chiefly cultural heritage), as well as 
service philosophies.  SLQ is ‘outward looking’, while agency libraries are largely ‘inward looking’, seeking to provide 
government officers with access to support their work to develop government policy, to fulfil the government’s 
research agenda or to meet its service commitments.   Subordinating agency libraries to the State Library would 
require major structural change with accompanying industrial issues and  implementation costs.  The State Library 
umbrella arrangement over the top of the QGLR network of research centres would offer long term cost savings in 
that existing infrastructure, systems and purchasing power of State Library could be leveraged to drive more 
integrated, equitable service delivery across agencies.  
SLQ has expressed its preference not to manage and operate government agency libraries and nor is this the 
preference of the majority of government agencies’ libraries. 
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Table 2: Option 2 – The State Library umbrella: advantages and disadvantages  
Advantages Disadvantages 
Facilitates “One Government - Promotes consistency of 
advice and service 
Different strategic goals of SLQ and government library and 
research services - State Library have no interest in taking 
responsibility for QGLR 
Enables MoG proofing Different client base for SLQ and government library and 
research services 
Removal of agency affiliations and breakdown of territorial 
boundaries Potential industrial relations issues 
Customer rather than agency focused Physical relocation of staff and resources to discipline 
specific centres.   Cost of amalgamating libraries over time 
Enables increased cross agency research collaboration Weaker relationships with library clients 
Single point of management for government libraries to 
facilitate coordination across agencies. Potentially different funding priorities for resources 
Reduces wasteful duplication of resources Change management issues -  resistance by library staff  
Major structural/cultural upheaval.  Cost of Change 
management co-ordinator 1x AO8 (6mths) 
Facilitate integration of government resources into a single 
access point 
Nil cost savings in short term because of implementation 
costs and government guarantee of employment policy so 
staff cost savings would need to occur with natural attrition 
or voluntary redundancy program 
Centralised purchasing and financial savings through ability 
to purchase and licence on WoG basis, leveraging from 
existing State library arrangements. 
Potential for agencies to grow back mini services 
Streamlined staffing arrangements - Accrue savings in staff 
costs progressively over time 
Cost of directorate (Approx. $500,000 pa 1x SO1, 2 x PO4, 1 
x AO4) unless existing resources were redesignated 
More career opportunities for library and research 
professionals Implementation costs 
Improved professional development for staff  
Capacity to drive the strategic direction of libraries and 
research and egovernment arenas 
 
Provide greater accountability via reporting of consistent 
performance measures 
 
Potential for common offsite archival facility to reduce CBD 
space 
 
Potential cost savings - It is envisaged that over 3 years 
Approx 10% of current workforce   approx.1 million 
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Actions to Implementation 
All government library staff transferred to State Library  
All agency library budgets transferred to  State Library 
Establishment of directorate  for QGLR within State Library 
Appointment of Change Management Co-ordinator (six months) 
Industrial relations issues negotiated 
Accommodation issues for staff and resources negotiated   
Time period for implementation 
Implementation actions for Projects required 
 
3.3  Option 3 – Shared Service Arrangements 
Shared service arrangements have been implemented by governments to reduce duplication and introduce cost 
savings through the streamlining of staffing arrangements, particularly for common or generic business services such 
as accounting services. Shared service arrangements have been introduced for some libraries in a range of 
jurisdictions. Victoria has embarked on a shared service model, with most agency library staff now employed by one 
department. The physical libraries, however, currently remain in situ within the original agencies, although they are 
subject to future co-location. 
There is a broad spectrum of library and research services across Queensland Government, reflecting the diverse 
client base, from trainee corrections officers to high level policy directors, with widely diverging client needs. 
There is such clear evidence of the different specialist needs across the government agencies – a shared, centralised 
model would not work. 
 
The review highlighted the value of the libraries being embedded in the individual agency and directly involved in the 
agency’s business activities, which ensures that a strong relationship is established between library staff and their 
clients, fostering a clear understanding of the information patterns and resources required by the business unit.  
Library clients wanted to avoid a model that would impact negatively on the interaction and the relationships that 
have been built up between library clients and library staff. 
I wouldn’t want to lose the current service because we use it a lot ... but where there are opportunities to work 
collaboratively that would be of benefit 
 
While there were objections to the concept of shared service arrangements for libraries, it was recognised that there 
could be benefits from greater coordination and collaboration – “having shared arrangements but not a shared 
service” – that would still allow for specialisation. 
It was acknowledged that library and research services were inevitably moving into the digital arena, yet there was 
still a strong interest in some form of ‘library space’ within agencies as a focal point, to serve as a repository for 
some physical resources, as well as offering a valuable work space as office environments became more flexible and 
more concentrated.  
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Table 3: Option 3 – Shared Service Arrangements: advantages and disadvantages 
Advantages Disadvantages 
Enables MoG proofing Lack of management confidence in shared services 
model  
Removal of agency affiliations and breakdown of 
territorial boundaries Weaker relationships with library clients 
Single point of management for government 
libraries to facilitate coordination across agencies. 
 
Disconnect between library and agency business 
Reduces wasteful duplication of resources 
Fee for service model unworkable for library and 
research services provision 
Facilitate integration of government resources into 
a single access point 
Standardised services only provided – no 
accommodation for specialized requirements  
Centralised purchasing arrangements - Financial 
savings through ability to purchase and licence on 
WoG basis  
Change management issues -  resistance by QGLR 
staff  and library clients- cost of Change 
Management Co-ordinator 1x AO8 
Streamlined staffing arrangements - Accrue 
savings in staff costs progressively over time Potential industrial relations issues 
Increased equity of access to standardized 
information resources and services 
No major cost savings in short term because of 
implementation costs and government guarantee 
of employment policy so staff cost savings would 
need to occur with natural attrition  
Provide greater accountability via reporting of 
consistent performance measures 
Potential for agencies to grow back mini services 
Promotes consistency of advice and service  
 
Actions to Implementation 
All government library staff transferred to shared service provider  
All agency library Budgets transferred to  shared service provider 
Establishment of management unit for QGLR within shared service provider 
Appointment of Change Management Co-ordinator  
Industrial relations issues negotiated 
Accommodation issues for staff and resources negotiated   
Fee for Service model negotiated with all agencies  
Time period for implementation 
Implementation actions for Projects required 
 
Queensland Government Agency Libraries Review 
 
 31 
 
 
3.4 Option 4 – Queensland Government Libraries and Research  (QGLR) Centres    
There was a common plea for libraries to be ‘MoG proof’, so that the services focused on discrete subject areas, 
regardless of the administrative changes that might happen.   There was consensus about the need for greater 
coordination, increased collaboration, clear visibility of information resources and the opportunity to maximise the 
benefits of the digital information environment.  Although it was acknowledged that government agency libraries 
had established collaborative arrangements for resource sharing, particularly for print resources through interlibrary 
loan arrangements, and for electronic licences through the collaborative buying power of QGLC, it was found there 
was considerable scope for more formalised arrangements.   
Effective collaboration requires effective coordination.   At the moment, there is no single authorised avenue of 
coordination across agencies. 
We need a hierarchical model for libraries – a chief of libraries– similar to a CIO – someone who can represent 
libraries, have some influence and become a visible entity. 
Stakeholders recognized that there is currently no influential representative to argue the case for government 
libraries at the critical juncture of eGovernment, ICT strategic planning and IM implementation frameworks. 
The concept of Queensland Government Libraries and Research Centres (QGLR) is proposed.  Two key strategies 
have been identified to increase the visibility of government libraries as well as the visibility of information 
resources:  
 The establishment of an organisational structure to provide a framework with clear lines of authority and 
responsibility. 
 The creation of discipline-specific research centres. 
The new model would underpin strong, sustainable and coordinated government library services.  
The QGLR directorate would provide strategic direction, strong governance and contribute to macro policy 
development, future planning, standards and policy research in the information, knowledge and Government 2.0 
arenas.   
The role would introduce a more strategic perspective to the acquisition, creation, use and re-use of library and 
research in government agencies and contribute to the overall information framework.   
The QGLR directorate would have oversight of whole-of-government licensing arrangements to offer more equitable 
and cost effective access to information resources.   
A number of common functions of the library services are to be centralised within the QGLR directorate. In addition 
to strategic planning and overarching management, recommended areas of coordinated responsibility include: 
 Technology projects (Single point of access portal, LMS, Web 2.0, web discovery tools, digitisation, ePrints, 
web archiving) 
 Whole-of-government eResources and licensing (eJournals, eBooks, digital information services) 
 Quality management and Reporting (standards, metrics, evaluation) 
 Staff and Workforce planning (training and development) 
The management team would coordinate staff drawn from the various research and information centres to deliver 
these initiatives.  
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Specialist library and research centres 
QGLR would be set up along the lines of a university library with discipline specific faculty libraries, such as the 
University of Queensland (UQ) concentrating on Social Sciences and Humanities, Law, Physical Sciences and 
Engineering, Biological Sciences, Economics and Business, and Architecture and Music.  Staff and students at the 
university have full access to all information resources, regardless of the faculty to which they belong.  Similarly the 
QGLR business model would reflect government priorities and services.  
A network of libraries, organised into clusters according to key goverment disciplines, that is an essential research 
partner for government agencies in innovating complex policy solutions, improving service delivery, negotiating 
sound outcomes for Queensland and managing knowledge and information. 
Rather than being agency-centric, the research and information centres in QGLR would accommodate the 
increasingly multi-disciplinary work undertaken by government, with equitable access to the resources of each 
library. 
The following model with eight key areas is proposed: Community Services, Education, Engineering, Health, Legal 
Services, Police, Policy and Economics and Sciences. (Figure 2) 
 
 
Figure 2:  The current 18 libraries mapped to the proposed new Research Centres 
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 Library and Research Centres: Subject areas 
Current Agency 
Structure by Research 
Needs 
Library & Research Centres Discipline/Subject Areas 
DoC 
DoCS 
QPS 
QH 
DET 
Community Services  ATSI 
Corrective Services 
Disability Services 
Emergency Services 
Housing  
Human Services  
Multicultural Affairs 
DEEDI 
DERM 
DIP 
DPW 
TMR 
 
Engineering Architecture  
Engineering 
Information Technology 
Infrastructure 
Public Works 
Roads 
Transport 
Urban Planning 
DET Education*  Education  
QH Health* Health  
JAG 
DPC 
Treasury 
Legal Services Auditing 
Industrial Relations 
Legal Practice 
Legislation 
Regulatory Services 
DoC 
DoCS 
JAG 
QPS 
Police Policing 
DEEDI 
DIP 
DPC 
Treasury 
Policy and Economics Economics and Finance 
Economic development 
Environmental Policy Business and Industry 
development 
Government 
Legal Policy  
Management 
Public administration Regional development 
Social Policy  
Social Sciences 
DEEDI 
DERM 
QH 
Sciences and Resources Agriculture 
BioScience 
Environmental sciences 
Fisheries 
Forensic science 
Forestry 
Geology 
Mining  
Sport Sciences 
Water 
* Health and Education excluded from scope 
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The centres would enable strengthening of the collections and improve access to electronic resources. The model 
would allow for a portfolio-focus that will continue to support smaller library services at the point of need (much as 
they currently are) while enabling staff to be part of a larger and stronger organisational structure (Figure 2). 
It would also serve to strengthen the national and international subject networks that support resource sharing in 
various fields, such as health, transport, emergency services.   The model supports “customer-focused service 
provision as one Government”, enabling government officers, for example, legal officers, policy officers, engineers, 
scientists, planners etc. to access a resource or service regardless of their particular agency affiliation.  Long-term, 
enterprise-wide decisions regarding organisation of information should allow access to information to flow around 
any changes to administrative arrangements within the Government.   
Other distributed library services exist including the Libraries Innovation and Strategy Team in Victoria, the 
Australian Taxation Office, the Australian Government Solicitor and a number of national law firms.  Direct savings 
may be achieved through the opportunities for optimising library technology, developing virtual libraries, negotiating 
enterprise-wide licences, reducing duplication, tapping into bulk purchasing arrangements, or arranging common 
offsite storage facilities. 
Table 4 : Option 4  - Queensland Government  Libraries and Research Centres 
Advantages Disadvantages 
Enables “One Government”  Time and resources required for effective planning of the 
new model  
Enables MoG proofing Cost of establishing and maintaining QGLR directorate 
(Approx. $600,000 pa 1x SO1, 2 x PO4, 1 x AO4)  
Removal of agency affiliations and breakdown of 
territorial boundaries 
Change management issues -including cost of Change 
Management Co-ordinator ( estimate 1x AO8 6mths) 
Single point of management for government libraries 
to facilitate coordination across agencies. 
Possible  agency resistance as agencies may view this as 
shared service 
Customer rather than agency focused  Major structural/cultural upheaval 
Enables increased cross agency research 
collaboration  
Potential industrial relations issues 
Reduces wasteful duplication of resources Nil cost savings in short term because of implementation 
costs and government guarantee of employment policy so 
staff cost savings would need to occur with natural attrition 
or voluntary redundancy program Possible savings over 
longer term with respect to salary savings 
Facilitate integration of government resources into a 
single access point Potential for agencies to grow back mini services 
Centralised purchasing arrangements - Financial 
savings through ability to purchase and licence on 
WoG basis  
Implementation costs 
Streamlined staffing arrangements - Accrue savings 
in staff costs progressively over time 
Physical relocation of staff and resources to discipline specific 
centres. Cost of amalgamating libraries. 
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Equitable access to government information & 
Knowledge resources 
 
Provide greater accountability via reporting of 
consistent performance measures 
 
Better career opportunities for library and research 
professionals 
 
Capacity to drive the strategic direction of libraries 
and research and egovernment arenas 
 
Improved professional development for staff  
Specialised focus to library and research delivery  
Collaborative initiatives to build digital content  
Stable work environment to support high quality 
service development 
 
Potential for common offsite archival facility to 
reduce CBD space 
 
Promotes consistency of advice and service  
 
 
Actions to Implementation 
 
*Time period for implementation to be negotiated 
All government library staff transferred to identified agency 
All agency library Budgets transferred to identified agency 
Establishment of management unit for QGLR within identified agency 
Appointment  of Directorate staff (suggested -  I x SO1, 1 x AO4 support officer, 2 x PO4s (Information Resources 
Coordinator and Research Coordinator ) 
Appointment of Change Management Co-ordinator (1 x AO8 6mths) 
Industrial relations issues negotiated 
Accommodation issues for staff and resources negotiated   
*Successful implementation of a new model for libraries such as QGLR will need support at the highest level, with 
strong whole-of-government governance and a clear communications plan to ensure all stakeholders develop shared 
understandings and work towards common goals.  There is an opportunity to increase the relevance, influence and 
value of government agency library services, to ensure that Queensland Government maximises the benefits to be 
offered by the digital environment.     
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3.5 Option 5 -  Collaborative Projects Model 
 
 Given the current tight government fiscal constraints Option 5 – Collaborative Projects Model is proposed as a short 
to medium term strategy to commence a number of projects which will deliver savings and benefits to library service 
delivery but not require significant project costs.  It is suggested that if such projects provide successful outcomes in 
realising both tangible and intangible benefits consideration may be given to a more significant body of work as 
discussed in Option 4 – Queensland Government Libraries and Research Centres. 
 
The proposed strategy is as follows: 
 
1. The CEO Leadership Team (CLT) Services sub-Committee would provide high level governance over the identified 
projects and report regularly to the CLT. 
 
2.  A number of “ quick win” projects supporting the primary objective of the review (equitable access) and a  
number of opportunities identified during the review be undertaken: 
 
2.1 Equitable access – eliminate barriers to intra library loans to facilitate direct borrowing 
 
2.2 Coordinated purchasing – investigate management of woG contracts, e.g. enterprise wide licencing, 
consolidation of print journal subscriptions, etc 
 
2.3  WoG library collection – investigate and recommend ways to create visibility and facilitate access by 
officers to all Queensland government libraries 
 
2.4 WoG library intranet portal – expand existing extranet (DPC) GOVNET library portal to include link to 
access all government libraries. 
 
3.  The projects would be managed and undertaken by relevant departmental officers nominated by  CLT Services 
sub-Committee members. 
 
4.  If the “quick win” projects deliver the expected benefits,  a number of other projects could be progressed ,viz. 
 
4.1 Library co-location and storage-  common archival storage , reduce CBD physical location of libraries  
 
4.2 Research – investigate woG  research coordination 
 
 
5.  A decision to action Option 4, in totality or part, would  require assessment by the CLT, on advice from  the CLT 
Services sub-Committee after the completion of the above detailed projects. 
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 Table 5 : Option 5 – Collaborative Projects Model 
 
Advantages Disadvantages 
Largely Cost Neutral  Agencies do not contribute in kind in the spirit of this 
model  
Build progressively a “One Government” service Partial devolved model only without strong single 
leadership of a directorate and QGLR unit 
Strong library-client relationships Given staged approach does not achieve full MoG 
proofing 
Library staff still belong to the agency initially Staffing budgets in agency control – less opportunity 
to realize savings  
Progresses the removal of agency affiliations and 
breakdown of territorial boundaries 
Funding model for libraries remains largely agency 
specific ie. Staffing and thus vulnerable to agencies 
funding priorities eg. DPC library’s funding model 
(SLA’s with DIP and Treasury)  
 
Customer rather than agency focused Commitment of time and resources required from all 
agencies for effective planning and delivery of the 
new model 
 Enables increased cross agency research 
collaboration 
 
Reduces wasteful duplication of resources  
Facilitate integration of government resources into a 
single access point 
 
Centralised purchasing arrangements - Financial 
savings through ability to purchase and licence on 
WoG basis 
 
Possible streamlined staffing arrangements - Accrue 
savings in staff costs p rogressively over time  
Equitable access to government information & 
Knowledge resources 
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4.0  Summary and Recommendations 
The Queensland Government Agency Libraries Review provided the opportunity to undertake a thorough 
examination of government library and research services, to develop a detailed picture of staffing, the client base, 
library resources and the services provided.  Information has been collated about the current state of library 
systems, space, and funding  (Appendix 2).  In addition, a large amount of qualitative information was gathered 
through an extensive series of consultation with all stakeholders, including library staff, clients, agency managers, 
vendors and other key figures in the library sector.   The discussions focused on the value of the current model for 
library and research services, the strategic role of libraries within Queensland Government and the specific issues 
and challenges facing government library services.  A number of significant untapped opportunities for library and 
research services were also revealed. 
Across all sectors of the library and research industry, libraries need to reconceptualise their roles as they transition 
into digital information environments.  Just within Queensland, there is clear evidence of academic libraries, public 
libraries and the State Library redesigning their services to meet changing user expectations and to take advantage 
of new technological solutions.  The current model of distributed and devolved government libraries is problematic; 
as small individual entities have neither  the influence nor the resources to take the significant steps required to 
reinvent themselves as other libraries are doing.  It is timely, therefore, to consider a significant new approach to 
government library and research services that will ensure greater collaboration and coordination to exploit the 
opportunities offered by virtual libraries and electronic resources.  
Despite the focus on technology and information resources, libraries are about people and service delivery:  library 
and research staff who have high level skills link government officers with the information they require to work 
towards government targets.  If the eGovernment agenda seeks to link citizens with the information they require, 
then government officers must also have the ability to create, access, use and re-use information that will meet the 
needs of citizens.  While much attention is paid to the ICT investment and to information management frameworks, 
government library staff provide the backbone within government by managing both externally sourced information 
and internally created resources.   
Increasingly, information is provided in a digital format; Government library and research services therefore need to 
operate productively in that digital space to ensure there is equitable access to information across all areas of 
government.   Government officers also require the ICT and information literacy skills to work productively in a 
digital environment.  The ways in which library and research staff contribute to the development of workforce 
capacity, along with the intellectual relationship that develops between library staff and library clients, were clearly 
articulated throughout the review.    
Organisational knowledge is a critical component of efficient government, as access to the intellectual output of the 
government over the years can minimise replication of effort across and between agencies.  Much of this 
organisational knowledge exists in print format which, while it requires more traditional custodianship, also offers  
opportunities for digitisation strategies to increase the availability of and access to the information.   Libraries, as 
space, provide a focal point for managing these critical organisational resources, as well as offering the productive 
thinking space for staff who operate in common flexible work areas. 
Successful implementation of a new model for libraries will need support at the highest level, with strong whole-of-
government governance and a clear communications plan to ensure all stakeholders develop shared understandings 
and work towards common goals.  There is an immediate opportunity to increase the relevance, influence and value 
of government agency library services, to ensure that Queensland Government maximises the benefits to be offered 
by the digital environment.     
The proposed new model of library and research centres builds on the strengths of the current model with the high 
level information skills of the staff, but minimises the shortcomings of the present administrative arrangements.  The 
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establishment of a network of library and research centres with a central point for the coordination of common 
strategies would provide clearer avenues for the multi-disciplinary work that characterises contemporary 
government policy and government services.  Queensland Government Libraries and Research Centres can ‘future 
proof’ government information investments, as well as ‘MoG-proof’ library staff and library clients. 
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Appendix 1    Research methodologies 
The Queensland Government Agency Libraries Review encompassed several approaches to data 
collection: 
 The preparation of portfolios of core documents for each library and research service 
 A major online instrument to gather data on the individual libraries included in the review 
 Interviews with library managers of the individual libraries 
 A series of focus groups with library staff, library clients and senior managers with 
responsibility for libraries in their agency portfolio 
 An online questionnaire to extend the reach of the data collection beyond the immediate 
focus groups 
 Wider consultation with various stakeholders who could provide in-depth information on 
particular aspects of the review. 
Together, these research activities ensured that current and relevant data was collected about the 
library services provided to Queensland government agencies at the specific point of time (March-
April 2010). 
509 people contributed to the process through the online questionnaire.  87% of these were library 
clients, 6% library staff and 1% senior managers.  The remaining 6% did not state their ‘role’ as 
participant in the review.  Respondents were employed in a wide range of government agencies, but 
they were not asked to provide details of their positions.  A small number of respondents indicated 
that they were not actually clients of the library, but were interested in explaining some of the 
barriers they experienced. 
The stimulus questions drafted for the semi-structured interviews and focus groups were used to 
guide, but not limit, the discussions.  The questions, together with explanatory notes, were 
distributed to participants before the scheduled meetings, so that they had time to consider the 
issues.   
A1.1 Portfolios and online survey of government agency libraries  
As a first step, library managers of the in-scope libraries were asked to develop a portfolio of core 
documentation.  The inventory for the portfolios is presented in Appendix 4.   The portfolios included 
documents relating to: 
 Library business and/or strategic plan 
 Agency organisation structure 
 Library internal structure chart 
 Library budget 2008-2009 
 Library current position descriptions 
 Collection development policies 
 Other library policies, eg service standards 
 Library brochures and/or promotional materials 
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 Screen dump of the Library’s homepage. 
 
The portfolios provided a valuable introduction to the different libraries, their organisational context 
and the services they provided. 
The portfolios helped inform the development of a detailed survey instrument which sought to 
collect comprehensive data about the current services and collections of the government agency 
libraries.  The researchers initially drew upon the questions included in the Aligning Services and 
Priorities Review (ASAP, 2002) as it was hoped that there could be some potential to gather some 
longitudinal data about the library services.  However, as it was found that the scope of the ASAP 
Review did not map easily to the data sets required for the present study, a completely new 
instrument was developed.  During the developmental stages, the instrument was critically reviewed 
by the Project Advisory Reference Group and the Project Managers. 
The instrument required library managers to source the required data from their management 
information systems before entering the responses online.    The questionnaire comprised n parts, 
including: 
 General details about the library service 
 Library staffing 
 Library clients 
 Service delivery 
 Library resources 
 Library automation 
 Space and storage 
 Library finance  
 Library trends (ie changes to library services over the past 5 years). 
A copy of the survey instrument is presented in Appendix 8. 
The survey was developed using LimeSurvey, an open source PHP web application specifically 
designed for online survey work (www.limesurvey.com).  The survey was made available to library 
managers from 17 March to 9 April 2010.  A total of 18 valid and complete responses were received.   
The data collected was analysed using a business intelligence software tool, QlikView 
(www.qlikview.com).  
A1.2 Interviews with library managers  
A series of open-ended questions were prepared for the semi-structured interviews, focusing 
primarily on the library managers’ views on the strengths and weaknesses of the current model of 
government agency libraries and their current client base; the extent to which government agency 
libraries supported the Queensland Government’s strategic directions (ref), the ICT strategies (ref) 
and the Information Management strategies (ref), and whether there might be any barriers in these 
areas.  Further questions asked for opinions on untapped opportunities for government libraries, as 
well as ‘blue skies thinking’ about what government agency library services might look like in the 
future.  A copy of the interview questions is presented in Appendix 7. 
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The list of library managers is provided in Appendix 5.  The interviews were held during the period 22 
March – 9 April 2010, with each interview lasting about one hour.  The interviews were recorded so 
that verbatim comments were available for analysis and preparation of the final report. 
A1.3 Focus groups and online questionnaire 
Invitations to participate in focus groups were extended to three main stakeholder groups: 
 Library staff 
 Library clients 
 Senior managers with responsibility for library services within their agency portfolio. 
Potential participants were asked to nominate which focus group they could attend, based on a 
schedule of sessions offered during the week of 12-16 April 2010.  The Web 2.0 application Doodle 
was used for scheduling the meetings (www.doodle.com).  A total of 79 people nominated 
themselves for the ten focus groups were run, with 63 people actually participating in the sessions. In 
addition to the ten face-to-face focus groups, one teleconference was held, attracting three 
participants.   
The questions were closely mapped to the semi-structured interview questions presented to the 
library managers, to consider the strategic and operational value of the library services.  Library 
clients were also asked to consider the value of the library services to their work in research, policy 
development and/or service delivery.   The focus group discussions were recorded; thematic notes 
were then prepared, with the opportunity to return to the audio files to clarify any specific aspects of 
the notes.    
The focus group questions were made available online, again using the survey software LimeSurvey. 
The questionnaire was open for the period 12-28 April 2010, attracting 509 responses.  87% of these 
were library clients, 6% library staff and 1% senior managers.  The remaining 6% did not state their 
‘role’ as participant in the review.  Respondents were employed in a wide range of government 
agencies, but they were not asked to provide details of their positions.  A small number of 
respondents indicated that they were not currently clients of the library, but were interested in 
explaining some of the barriers they experienced. 
Table 1 presents the figures for the various categories represented.  
 Library 
clients 
Senior 
managers 
Library 
staff 
Total 
Nominated 42 12 25 79 
Attended 30 9 24 63 
Teleconference 3 - - 3 
Questionnaire 473 5 31 509 
Table 1: Focus group attendance 
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The stimulus questions drafted for the semi-structured interviews and focus groups were used to 
guide, but not limit, the discussions.  The questions, together with explanatory notes, were 
distributed to participants before the scheduled meetings, so that they had time to consider the 
issues.   The textual analysis tool Leximancer was used to extract meaningful themes, concepts and 
semantic relationships from the narrative data collected (www.leximancer.com).  
A1.4 Wider consultation 
An important aspect of the Review was the opportunity to consult more widely, to include the 
perspectives of key stakeholders in Queensland Government and the library and information services 
(LIS) sector.  Interviews were conducted with Queensland Government representatives from the 
State Library of Queensland, Queensland Parliament, Queensland Public Service Commission, 
Department of Justice and Attorney-General, Supreme Court of Queensland and Queensland Health.  
Views were canvassed from library managers in other jurisdictions, including the Federal 
Government, New South Wales, Victoria and Western Australia, as well as from the National Library 
of Australia, the Australian Taxation Office and the Australian Government Library Information 
Network (AGLIN).  Further perspectives were drawn from representatives of the Australian Library 
and Information Association (ALIA), Special Libraries Association (SLA), as well as the academic and 
legal sectors. A list of those involved in the wider consultation is provided in Appendix 6.   The 
interviews were recorded to assist with the analysis and reporting processes.   
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Appendix 2 The current picture of government agency libraries 
An online survey instrument was developed to capture critical data about the Queensland 
government agency library services, in order to be able to establish a clear picture of the features of 
each library, including the range of clients, the collections held and the services provided.  The 
interest in and commitment to the data collection process demonstrated by the library managers is 
acknowledged. 
A total of 18 responses were received for the online survey:  
Agency Library Acronym Size* 
Dept of Education& Training DET Large 
Dept of Employment, Economic Development & 
Innovation 
DEEDI Large 
Dept of Transport and Main Roads TMR Large 
Queensland Police Service QPS Large 
Dept of Communities Communities Medium 
Dept of Environment & Resource Management DERM Medium 
Dept of Justice & Attorney-General** JAG Medium 
Dept of Public Works DPW Medium 
Dept of the Premier & Cabinet DPC Medium 
Queensland Health Forensic & Scientific Services QH Forensic Medium 
Dept of Communities: Queensland Academy of Sport QAS Small 
Dept of Community Safety: Combined Emergency Services 
Academy 
Emergency 
Services 
Small 
Dept of Community Safety: Corrective Services Academy Corrective 
Services 
Small 
Dept of Education & Training: Indigenous Schooling 
Support Unit 
ISSU Small 
Dept of Education & Training: Languages Other Than 
English Library 
LOTE Small 
Office of the Queensland Parliamentary Counsel OQPC Small 
Queensland Audit Office QAO Small 
*     Large: 11+ FTE, Medium: 6-10 FTE; Small: 1-5 FTE 
**   Now Crown Law 
Table 2: Libraries responding to the online survey 
Queensland Health Central Library, with 7.5 FTE, contributed to the data collection activities.  
However, as QH coordinates a network of 20 health libraries with 53 FTE across the State, with 
shared access to electronic resources, the Health Network of libraries represented a distinctive 
service model and was accordingly excluded from the analysis.     Several smaller libraries had 
recently changed status, which meant that there was little value in participating in the data collection 
process.  These libraries included:   
Fair and Safe Work Queensland 
Office of Economic and Statistical Research (OESR) 
Office of State Revenue (OSR). 
Due to other commitments, no response was received from the manager of the Safety in Mines 
Testing & Research Station (SIMTARS) Library, which is part of DEEDI.  
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A2.1 The government agency library services 
Of the 18 library services, 10 were located in the central business district (CBD) of Brisbane.  The 
remaining eight libraries were located within agencies across the wider metropolitan area, including 
Coopers Plains, Coorparoo, Inala, Lytton, Nathan, Spring Hill, Wacol and West End.  Several agencies 
had more than one location: 
 Queensland Health Central Library (CBD) supports a network of 21 hospital libraries across 
the State, out of scope for this review 
 The Crown Law Library (CBD) supports a library in the Office of the Director of Public 
Prosecutions (ODPP) with small collections in the regional offices of the ODPP; there are also 
a further seven satellite collections in the State Law Building 
 Queensland Police Service (CBD) has additional libraries with the Police Academies in Oxley 
and Townsville 
 The Department of Environment and Resource Management (DERM) has a branch library in 
Indooroopilly 
 The Department of Employment, Economic Development & Innovation (DEEDI) library 
services include the Food and Technology Library in Hamilton, with further unstaffed 
collections in Indooroopilly, Yeerongpilly, Sherwood and Deception Bay. 
 The Department of Transport and Main Roads currently has the main library in Spring Hill and 
a branch library in the CBD. 
Proposed changes to service delivery in 2010 include shared library spaces: 
 QHFSS, DEEDI and CSIRO at Coopers Plains  
 DERM, DEEDI and CSIRO at Boggo Road 
“When these moves occur, the Food Technology library at Hamilton will close, and unstaffed 
collections at Indooroopilly, Yeerongpilly, Sherwood & Deception Bay will be re-housed and/or 
discarded.  We also expect that staff and collection space in the Primary Industries building will 
be reduced once the new libraries are functional, and appropriate collections are re-located”. 
Overall reduction or growth in space and staffing is not yet clear.  
 The city branch of the Department of Transport and Main Roads Library is to be closed in mid 
2010, with the collection to be weeded and moved to the library in Spring Hill.   
The organisational reporting structures varied across the different agencies, with libraries located in 
a wide variety of business units, including Information Management, Corporate Communications, 
Business Development and Support, Information and Communications Technology, and Teaching and 
Learning.  
In terms of the agency services and functions that were the direct responsibility of the library, there 
were some degrees of commonality, principally as would be expected, for library services and 
research services. More than half the libraries were also responsible for agency publications and 
historical records, such as photographs.   
It was found that the smaller libraries were more likely to focus on the core aspects of library and 
research services, while the larger libraries had been able to take responsibility for a wider range of 
agency functions.  Those libraries in the ‘large’ and ‘medium’ categories were all involved in library 
services, research services, historical records (photographs) and the collection of agency publications.  
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Some smaller libraries were specifically taking the opportunity to work in the areas of website and 
intranet development, digitisation and intellectual property within their agencies. 
The survey asked library managers to highlight the key strengths of the physical and electronic 
collections and the research services provided by selecting the ‘top 5’ subject areas from an 
extensive list of 52 subjects.   The data presented revealed that the collections and research services 
were highly specialised, with 25 of the subject areas selected by a single library, and 7 subjects 
selected by two libraries.  Subjects identified as part of the ‘top 5’ where there was some degree of 
overlap included: 
Business and industry   3 libraries 
DPC, DEEDI, QAO 
 
Health sciences    3 libraries 
QH, QHF&S, Emergency Services 
 
Aboriginal and Torres Strait Islanders 4 libraries 
ISSU, Communities, DERM, 
Corrective Services Academy 
 
Law     4 libraries 
Crown Law, OQPC, QPS, DERM 
 
Science     4 libraries 
 DEEDI, DERM, QAS, QHF&S 
 
Public administration   5 libraries 
DET, Crown Law, DPC, QAO, QH 
 
Training    5 libraries 
Corrective Services Academy,  
Emergency Services Academy, 
 DET, LOTE, QPS 
 
Management    7 libraries 
Emergency Services Academy 
Corrective Services Academy 
Crown Law, DET, QAO, QH, QPS 
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A2.2   Library staffing 
The number of permanent staff, expressed as full-time equivalent (FTE), employed in the individual 
libraries at the beginning of 2010 ranged from one person to up to 23 people (DET).  The total 
number of staff employed by the libraries studied in the review was 135.65 FTE.  It was noted that 
while Queensland Health Central Library employs 8.5 FTE, “taken in its entirety, Queensland Health 
employs more 53 FTE in 20 libraries”.   
It was interesting to note the wide range of position levels for these staff, with 65.5 FTE employed in 
the Professional Officer (PO) stream, 36.15 FTE employed in the Administrative Officer (AO) stream 
and 34 FTE in the Technical Officer (TO) stream (Table 3). 
PO2 18.7 AO1/2 17.95 TO1/2 18.2 
PO3 36.8 AO3 3.6 TO3 15.8 
PO4 4 AO4 4     
PO5 5 AO5 2.1     
PO6 1 AO6 4.5     
    AO7 3     
    AO8 1     
Table 3: Breakdown of staff by stream (FTE) 
 
Four libraries employed commercial contract staff (DEEDI, Crown Law, DET and LOTE), with a total of 
6 FTE reported by the agencies.   Two libraries, Queensland Health and QAO, indicated that the 
library staff had moved from the PO stream to the AO stream.  Staff in TMR who were involved in the 
knowledge management requirements for the department have been appointed to the AO stream.   
 
Figure 1: Staffing arrangements by agency 
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A2.3   Library clients 
The number of active clients served by the library (excluding interlibrary loans 
clients) reflected the size of the respective agencies, ranging from 50 and under to 
more than 5000 (Figure 2).  Half of the libraries serve between 1000 and 5000 active 
clients.  These figures were generally drawn from the statistics for users registered 
with the library management system (LMS). 
 
 
`Figure 2: Number of active clients served 
The proportion of internal, external (eg cross-agency) and public clients varied with 
the different libraries.  Comments provided by the library managers highlighted the 
complexity of defining categories of clients, especially when the agency provided 
‘outward facing’ services, for example potentially to all teachers in the State, or to 
all staff within Queensland Health, or to volunteer organisations falling under the 
umbrella of the department (eg Rural Fire Services, State Emergency Services, 
Marine Rescue),  or when agency staff were actually located in different 
government departments (eg auditors).  
 Libraries may also have some degree of reciprocal access arrangements with 
colleagues in the same industry sector, eg Crown Law works in a collegiate way with 
private law firm libraries.   Almost two thirds of libraries (63%) reported that 
internal clients represented over 90% of all clients (Figure n).   For the majority of 
Queensland Government libraries, clients are officers of their respective agency.  
ISSU stood out with the client base being predominantly external clients (71%-80%).  
The library has around 1400 clients, encompassing teachers and educators, as well 
as members of the community. 
It was common for officers of other agencies to be allowed to visit the library.  
However only 3 libraries (DPC, ISSU and QAS) allowed government officers of other 
agencies to access all resources and services. 61% limited their access to the 
physical ie print resources only with licence restrictions for electronic services cited 
as the major barrier. 4 libraries (QPS, DoCS [Emergency], DET and LOTE) allowed no 
access for officers of other agencies.    There is a lack of  awareness of the 
possibilities of walk in access and also very few public access PCs within libraries for 
government officers of other departments to use.  QPS and DoCS [Emergency] 
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underscored the issues of security and confidentiality as reasons for access being 
limited to internal agency clients.  
While a small number of libraries do regard the general public as part of their client 
base, the vast majority provide access to the collections through the national 
interlibrary loans (ILL) system. 89% of responses showed that members of the 
public represented less than 10% of their client base.  Nevertheless, half of the 
libraries allowed members of the public to access the library, but generally with 
arrangements set up prior to the visit or with requests considered on a case-by-case 
basis.  It was noted that public access was limited as the libraries, especially those in 
the CBD, are located in secure buildings.  Again, licence restrictions limit the public 
to physical access.  Only one library, TMR, permitted loans to members of the public 
(as registered users of the library). 
All but one library stated that their library resources (eg library website, library 
catalogue and databases) were available via the agency intranet.  Several agencies 
reported the difficulties resulting from the fact that there were multiple intranets 
within their departments, while there was also a situation where the library 
resources were visible across a number of intranets beyond the immediate agency.   
Problems were noted where libraries had been affected by machinery of 
government (MoG) changes and different catalogues were not yet combined. Two 
libraries, DPC and DEEDI indicated that their resources were available through 
GovNet.  However,  staff at DEEDI have indicated that “once DEEDI intranet is 
hosted in-house, library resources will no longer be [visible] on Govnet”.  
Despite the availability of Govnet as a cross government communication 
information hub, very few libraries currently utilise the resource.  
Most respondents reported that there were specific conditions relating to problems 
associated with access to the library’s electronic resources, including: 
 Multiple networks across agencies, across the State and internationally 
 Staff in some government departments may have no library service to draw 
on 
 There are some service level agreements (SLA) between agencies  
 Not all agency staff had access to a computer or have Internet privileges 
 Limited concurrent user licences for the library catalogue 
 IT security issues 
 Authentication issues (IP authentication, password issues) 
MoG changes over the years have made access to electronic resources more 
complex, as the clients of libraries with the research and collection strengths to 
support specific business activities have moved to different agencies with different 
research and collection strengths.  These situations then hinder client access to 
resources that require IP authentication and licence renegotiation. 
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A2.4   Service delivery 
There was considerable diversity of practice in terms of client service delivery with 
regards to research assistance , current awareness and alerting services, inter-
library activities and training programs. 
Different libraries adopted different approaches to charging their agency business 
units for services provided, eg purchasing resources, reference and research work, 
interlibrary loans, photocopying and training. 
If not listed no charges were indicated or the service was not applicable 
Service 
Full cost 
recovery 
Direct cost 
recovery 
Purchasing resources to be housed in the library  
DoC 
DERM, QPS, DEEDI, 
DoCS (Em), QAS, 
TMR 
Purchasing resources to be housed in the business 
unit 
0 
DPC, DERM,  QPS, 
QH, QHFSS, Crown 
Law, DEEDI, DoCS 
(Em), QAS, DET, 
TMR 
Reference and research work Crown 
Law, DoC QAO 
Interlibrary loans Crown 
Law, DoC 
DERM, QHFSS, 
DEEDI, DoCS, DET 
Photocopying DoC 0 
Staff training Crown 
Law, DoC, 
DET 0 
Table4: Charging practices by libraries 
 
Those libraries charging for reference and research work and/or for training 
included DoC, Crown Law, QAO and DET.     
Comments from library managers underscored the different philosophies;   some 
libraries had a blanket charter for no user charges, while others had selective 
policies regarding research and training activities: 
No full cost recovery for internal clients. Purchases of client suggestions 
catalogued to the library are usually funded by the library.…  
The library does not charge its clientele for services. Charging our non 
government clients would not only be inefficient, but perceived as failing to 
support LOTE as one of the Key Learning Areas, as well as contradicting 
publicly stated departmental priorities and initiatives. 
The library does not charge for anything except for company searches, and 
reference requests exceeding fifteen minutes in duration. 
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Some interlibrary loans are charged as direct cost recovery. Occasional 
charging for expenses for regional training. 
  
Where resources are purchased on behalf of business units and therefore 
not added to the library, business units are charged.  
With respect to research work, all 18 libraries provided direct client assistance.  The 
libraries play an active role in supporting the agency’s research needs.  In the larger 
library services,  reference and research activities were in high demand:  Of the 
larger libraries QPS and TMR recorded over 200 staff hours per month, DET over 
100 hours per month and DEEDI 71-80 hours per month.  Of the medium size 
libraries, DPC undertook over 200 hours research work per month.  QH reported 
over 100 hours and the other medium size libraries (Communities, Crown Law, 
DERM, DPW, and QH Forensics) each conducted 41 to 80 hours of research work.  
Understandably, smaller libraries with fewer staff  tended to undertake less 
research activities, ie less than 20 hours per month, although QAO recorded 81-90 
hours per month.  
Two thirds of the libraries reported that over 90% of their research activity was for 
internal clients.  Three libraries (DEEDI, ISSU and OQPC) reported that up to 20% of 
their research work was for members of the public.   For the smaller libraries, this 
amounted to around 2-3 hours per month, while for a larger library such as DEEDI, 
this averaged 15 hours per month. 
Most libraries operated within their guidelines on turnaround time for research 
requests, cognisant of the ‘urgency factor’ and deadline negotiation.  
Clients generally request the assistance of the library when the query is 
complex and they cannot locate the information, or when the search is 
going to take more time than they have available. 
 
We do provide direct client assistance with research however we also 
actively train the clients so that they can undertake their own research and 
make the best use of the departmentally funded resources. 
There were varying policies regarding assistance for research for study purposes, 
with some libraries actively supporting agency staff with information literacy and 
career development activities.    
All libraries were involved in the distribution of news and current awareness 
services to clients, although there was a wide range of practice.  News is 
predominately delivered electronically.  A couple of respondents reported that, 
while the primary channel of communication was electronic, there was the need to 
distribute some print documents to clients with no online access, effectively 
duplicating their electronic services.   The frequency of the services varied, with 
daily or weekly service the most common.   Some libraries actively assisted clients 
to learn how to set up and change their own alerting services.  Currently only DPC 
and QH are making use of the labour-saving functionality and efficient delivery 
methods of  Web 2.0 tools such as Blogs, RSS feeds and Twitter, although QAO have 
introduced RSS feeds.  Several libraries noted that their agency ICT policies 
prevented the use of any Web 2.0 technologies. 
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Training activities are an important focus in most libraries, with all libraries involved 
in orientation for new agency staff.  The smaller libraries were likely to be less 
involved in training activities than the larger libraries.  Some had scheduled 
programs for training, while others reported that it was conducted on as “as needs” 
basis. Training is also tailored to specific programs with annual patterns, such as the 
graduate intake or pre-service teachers.   Several libraries reported the importance 
of working with specific client groups: 
Tailored training targeted to group or individual needs, eg attend a unit 
staff meeting and deliver a presentation tailored to their research interests. 
Training tailored specifically for business units as required. Participation in 
Departmental Workshops by presenting library workshops at: Applied Policy 
Skills Workshop; TMR Graduate Induction Program; Corporate Induction 
Program; Cultural Heritage Officers Workshop; Business Services & 
Information Workshop. 
 
Networks and consortia 
One of the natural strengths of libraries is the local, regional, national and 
international networks that are built with other library and information services.  
The value of networks and consortia enable easy and speedy access to resources 
beyond the immediate context of the agency library.  Selected general, discipline- or 
industry-specific, and national networks and reciprocal arrangements are utilised by 
most libraries.   While the consortial arrangements are of direct economic benefit to 
the acquisition of electronic resources, reciprocal arrangements ensure cost-
effective access to resources held in other libraries.     
 
Loans and Inter Library Loans (ILL) 
There is considerable loan traffic within and among Queensland government agency 
libraries, as well as with libraries in the external environment.  Internal (ie to agency 
officers) loans of items ranged from under 10 per month to more than 5000 per 
month;   DERM, TMR and LOTE reported the most loans to internal clients, with DET 
also providing over 1,000 loans per month to external clients (ie Non State schools). 
Interagency loans were more likely to be made through reciprocal arrangements 
than through interlibrary loans that incurred charges (by a factor of about five).   
Most libraries reported an overall balance between outgoing loaned and incoming 
borrowed resources, usually between 10 and 20 per month indicating the library 
collections meet the client agency needs.  
In the electronic environment, access to e-journal articles represented a large 
proportion of the recorded library activity.  The large libraries, QPS and TMR, and 
the medium libraries, DPC and DERM, reported that internal clients downloaded 
between 1,000 and 3,000 journal articles per month, while QPS stated that there 
were also more than 7,000 transactions per month using the legal information 
services provided by LexisNexis and Thomson Reuters, and DEEDI indicated 
downloads of approx. 10,000.  The level of activity in smaller libraries was naturally 
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significantly lower, with downloads of around 50 per month in the small libraries 
and around 250 per month in the medium-sized libraries not mentioned above. 
In terms of charging for loans activity, 33% of agencies (n=6) (DERM, QH Forensics, 
JAG, DEEDI, DCS, and DET) passed on the costs of ILL to their internal clients.  One 
respondent noted: 
Interlibrary loans requests reduced dramatically in Sept 2009 as a result of 
the requirement for business units to pay for non gratis requests. Library 
staff now seek to supply requests from gratis sources before ILL's are 
requested from non-gratis libraries. 
With respect to interlibrary loans to non-government libraries, three libraries 
always charged a fee (DEEDI, QH and DET); while a further four charged for any 
direct costs incurred (DoC, DPW, QPS and TMR).  The remaining 11 libraries did not 
levy any charges.  The transactional cost was a major issue. 
We used to charge libraries that are not members of reciprocal networks the 
standard ALIA ILL/DD rate. Now that the SSA cost of raising an invoice is so 
high, it costs the library twice as much to raise an invoice than we would 
receive on a standard ILL/DD charge.  
As reciprocal arrangements between libraries are valued highly within the specific 
industry networks, it is recommended that common principles apply across all 
Queensland Government agencies. Two libraries (DEEDI and DPW) stated that they 
currently charged for providing resources to other Queensland Government agency 
libraries.    
A2.5   Library resources 
Library managers provided information about the physical and electronic resources 
managed by the library.  The majority of libraries (15) use the Dewey Decimal 
System (DDC) to classify the collection.  12 libraries reported that they contribute 
their holdings to Libraries Australia, which is a national resource sharing and 
discovery service managed by the National Library of Australia.  The majority 
contributed only partial holdings, although DEEDI and Emergency Services reported 
contributing between 75% and 100% of their holdings.  Comments indicated that 
holdings might only be added for records already in Libraries Australia database, or 
that bibliographic records for internal documents would not be added.  Some 
library managers reported that they endeavoured to update records when any 
deselection of resources took place.  
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 A number of libraries reported that they had collections of the Queensland 
Government Gazette, Queensland Hansard, Environmental  Impact Statements  and 
legislation (Table 5). 
Collections No 
Queensland Government Gazette 6 
Queensland Hansard (pre 1992) 6 
Environmental Impact Statements 6 
Legislation 7 
 
Table 5: Significant collections held by libraries 
 
Specific collections within libraries tended to be directly related to the history of the 
agency itself: Queensland Police Gazettes, Queensland Agricultural Journal, 
Queensland Mining Journal, mining maps, water maps, electoral information, law 
reform, historical collections of photographs of transport, housing etc.  Other 
libraries held intrinsically highly specialised collections, such as auditing, Indigenous 
issues, LOTE. 
Electronic resources are increasingly critical to contemporary information services.  
The electronic resources market is complex: there are many vendors providing 
access to e-resources, often in ‘bundles’ of databases which can, to some extent, be 
tailored to the immediate needs of the library.  The QGLC has achieved some 
significant cost efficiencies for its members through collaborative purchasing 
arrangements.  Licences for e-resources may be fully funded by the library via the 
consortium, fully funded autonomously by the library, partly funded by the library, 
fully funded by the agency or fully funded by the whole-of-government.  The 
number of concurrent users can vary according to the subscription arrangements 
for each licence; users may be specified by location or by IP address.  Table 6 
presents the data collected through the survey, indicating the vendor (regardless of 
the ‘bundle’) and the funding model(s).   
Queensland Government Agency Libraries Review 
 
 57 
 
 
 
Vendor 
Fully 
funded by 
library via 
consortium 
Fully 
funded 
by the 
library 
Partly 
funded 
by the 
library 
Fully 
funded 
by the 
agency 
Fully 
funded 
by whole 
of govt 
Australian Business 
Research (ABR)  1 1   
CCH Australia  3 1 2  
CITEC Confirm   1   
Crown Content  2    
Dialog  4    
Dow Jones  3    
Dun & Bradstreet   1   
eBook Library  2    
EbscoHost 12     
Emerald 6     
Fairfax  2    
Forrester    1  
Gartner    4  
IbisWorld  1    
Informit 10     
J-Store  2    
LexisNexis  3 1 2  
Macquarie  5    
Newstore  1    
News Ltd     5 
OECD  3    
Onesource  1    
Oxford  3    
Proquest 1 3    
Safari eBooks 1 3    
ScienceDirect 2 2    
Scopus  1    
Skyminder   1   
Thomson Reuters  6 2   
SAI Global  4 3 2  
Web of Science  1 1   
Wiley 1 2 1   
Table 6: Current licensing arrangements for e-resources 
Comments provided by library managers underscore the lack of clarity that exists, 
and the challenges faced with the strategies for data collection.  
Gartner is funded by the ICT unit and is only accessible by their staff. 
Restricted access to Gartner is funded by, and provided to, the Information 
Division only. Of the others, there is currently an historical payment 
mechanism by the consortia of Qld Health Libraries but this is to be phased 
out in favour of centralised funding from "off the top" to cover CKN and 
library databases. A number of other resources specific to Health are 
purchased by the Central Library for CKN (eg. MIMS, eTG, UpToDate, NeJM, 
JAMA etc). 
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EbscoHost & Informit are subscribed to via consortia and direct depending 
on the databases provided. Above response format doesn't allow for duel 
subs. Science Direct: only have access to selected transportation journals. 
Thomson Reuters: 1 Thomson Reuters database 50% funded by Business 
Unit; 2 other dbases fully funded by Library. 
The area of electronic licensing is clearly one that requires deeper investigation, 
with the potential to make significant savings through the rationalisation of 
licences.   
A2.6   Library Systems 
The situation with library management systems (LMS) used by the different libraries 
is piecemeal.  The LMS installed in government agency libraries include: 
DB/TextWorks  6 libraries 3 versions 
Voyager  2 libraries 1 version 
Liberty   4 libraries 2 versions 
Libero   2 libraries 2 versions 
SirsiDynix  2 libraries 2 versions 
Spydus   1 library 
FileMaker Pro  1 library 
There are therefore seven different systems in 12 different versions running across 
18 libraries.   Four LMS are hosted externally, two with the software company and 
two with State Library of Queensland.  Five libraries have annual licence fees 
ranging from $7,000 to $32,000, with a total cost for the five of $82,000.  It is 
estimated that a further 12 libraries have annual maintenance fees ranging from 
about $3,000 to $24,000, totaling $129,000. The total annual spend across 
government libraries is therefore around  $210,000.  One library (DERM) pays 
$32,000 per year to the agency’s internal IT services through a service level 
agreement (SLA). 
Installation dates for the LMS spanned 1995-2010. ie Some libraries are using 
technology that is 15 years old, however 15 of the 18 LMS were web enabled. 
Progressive upgrades or replacements are planned for several libraries for 2010-
2015.  Two libraries (Communities and QPS) indicated that they had a capital budget 
for the upgrades (around 28,000 and above $35,000 respectively).  One library 
(TMR) anticipated that a replacement system scheduled for 2012 would cost around 
$400,000.  Not all library management functions were understandably automated in 
some smaller libraries. A number of libraries have plans for technology upgrades, eg 
reference query tracking, federated searching. This is an area of potential cost 
savings. Opportunities exist for coordinated development in these areas to achieve 
cost savings through joint arrangements, achieving economies of scale through 
system implementation.  Investigating moves towards “One catalogue” for the 
Queensland government libraries would be a long term cost effective option and 
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provide greater visibility of government resources.  State Library has the means to 
host a combined government libraries catalogue.  
The number of item records in library catalogues of the different agencies ranged 
from under 5,000 to more than 100,000 (Figure 3).  As questions sought figures 
within the numerical ranges, it was not possible to determine the exact number of 
record.  However, the relative size of the catalogues naturally reflects the relative 
size of the libraries themselves around 750,000 records.   
 
 
Figure 3:  Number of bibliographic records 
A2.7   Space and storage 
The space allocated to the agency libraries inevitably varies in line with the size of 
the service.  The smallest space was recorded as 22.4m2  and the largest was 945m2.  
The size of five libraries was less than 100m2, two were 150m2 and 175 m2 
respectively, seven ranged between 300 m2 and 500 m2, while three libraries were 
in excess of 500m2.  Six library managers provided data for a second location (JAG, 
DERM, DEEDI, QH, QPS and TMR), with a further two in a third location (DEEDI and 
QPS).  The total recorded space for all libraries was 6601.29 m2.  
Library managers were asked to indicate the percentage of space allocated to 
collections, staff work space and client work space.  Unfortunately, some errors 
occurred in the data collection as not all respondents provided the required data as 
a percentage.   Further analysis is therefore required to establish the proportional 
use of space for the individual libraries. 
Six library managers were able to provide the rental cost (per square metre), with 
the lowest being in Spring Hill ($375 per m2) and the highest in the CBD ($635 per 
m2).  Six libraries had additional storage space locally, generally in compactus units 
elsewhere in the building, although one had a ‘garden shed’ on the property.  A 
further six libraries reported that they had offsite storage, 4 in government 
premises and two in commercial premises.  Only two were aware of the costs: one 
being $5360 per annum (government) and one $200 per annum (commercial). 
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A2.8   Library finances 
Questions in the survey asked library managers to provide the details of budgeted 
revenue and expenditure for the 2009/10 financial year: 
 Revenue 
  Appropriation (from Treasury) 
Grants and contributions (own source revenue) 
User charges (Service Level Agreement fees) 
 
Expenditure 
Employee related expenditure 
Supplies and services 
Depreciation and amortisation 
Of the 18 libraries included in the review, five were unable to provide any details of 
revenue and expenditure for the library service (LOTE, ISSU, Corrective Services, 
OQPC and QAS).  Comments indicated that these libraries tended to operate under 
an allocation from a larger business unit, rather than autonomously.  No 
information on revenue was provided by QAO, but the total expenses were 
reported as $269,246. 
The financial information for Queensland Health was unique: the Central Library 
receives a total of $5.45 million which funds the Clinical Knowledge Network (CKN) 
and the medical library journal tender.  The total operating expenses for the Central 
Library amount to $875,870.  
Financial data was submitted for the remaining 11 libraries (DERM, Emergency 
Services, Communities, QH Forensic, Crown Law, QPS, DPW, DPC, TMR, DET and 
DEEDI).  The data indicated that total revenue was $12,433,938, with total 
expenditure being $14,454,936.  When the expenditure for QH and QAO was 
factored in, the total identifiable amount for the 13 libraries was recorded as 
$15,600,052 (Table n).   Employee related expenditure for the 13 agency libraries 
was $10,124,621, while expenditure on supplies and services was $4,120,004.  
Figures for depreciation and amortisation were provided by seven libraries. 
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Total 
revenue 
 $12,433,938 
Total 
expenses 
 $14,454,936 
Employee 
related 
expenditure 
$10,124,621  
Supplies and 
services 
$4,120,004  
Depreciation 
& 
amortisation  
(7 libraries) 
$106,222  
 Table 7: Financial data for 13 libraries  
 
Figure 4 presents the revenue and expenses data for the group of 11 libraries, 
excluding QH and QAO. 
 
Figure 4 : Revenue and expenses for 11 libraries 
The 2009 Machinery of Government changes specifically impacted on resourcing for 
libraries, in particular for DERM, DPC, DEEDI, Communities and DPW.  The current 
situation for DERM was presented: 
The budget allocation for 2009/10 for DERM Corporate Services was 
significantly diminished. Library Services allocation only covered salaries. 
User charges - SLA payment for the quarter July-Sept 2009. This was the end 
of the agreement for DERM Library Services to provide services to QME 
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(Queensland Mines and Energy). QME became part of DEEDI in the last 
Machinery of Government reshuffle. QME library services are now provided 
by DEEDI Library. 
As the allocation for resources for DERM Library Services was non-existent, 
approval was sought from the General Manager Client Communication and 
Information to overspend to ensure continued subscriptions to core journal 
titles and databases. 
DPC currently has SLAs with DEEDI, DIP, and Queensland Treasury to the value of 
$1,123,000.    The vulnerability of the DPC funding model is highlighted by the 
impacts of the 2009 MoG changes, with DEEDI’s withdrawal from the collaborative 
arrangement in 2010/11.  The proposed model for DEEDI to replicate resources 
currently provided by DPC jeopardises the existing economies of scale and 
compromises access for officers across all four central agencies.  A further issue to 
be recognised is that DPC also provides library services to agencies without their 
own service,  
 Premiers Library often operates as a de facto whole-of-government library 
when research information is unable to supplied by a library or no library 
exists. 
 
A2.9   Library trends   
Library managers indicated the extent to which specific aspects of their library 
service had changed over the past five years (2005-2009).  
Seven respondents reported that their base funding had dropped, while five 
indicated it had not changed.  Five reported that they had received an increase in 
funding (TMR, QH, QH Forensic, QAO and ISSU). 
In terms of the library staffing budget, almost half the libraries had remained the 
same; three recorded an increase (QPS, QHFSS, TMR) and six a decrease (DPC, 
DERM, Crown Law, DEEDI, QAS, DET). 
Library staffing can encompass professional staff (librarians) and paraprofessional 
staff (library technicians), as well as non-qualified staff who may be library 
assistants or administrative officers.  Over the five year period, three libraries (DET, 
DERM and DEEDI) had seen a decrease in both professional and paraprofessional 
staff, while three had seen an increase in professional staff (QH, QPS and TMR).  
QPS had experienced a corresponding increase in paraprofessional staff while TMR 
had an increase in non-qualified staff.  The data revealed that there were no clear 
trends in employment of professional/paraprofessional staff in government 
libraries.  It was noted, however, that opportunities for professional development 
had reduced significantly with only three libraries reporting any increase (Crown 
Law, QPS and TMR). 
The library acquisitions budgets for print resources had generally decreased, with 
only two libraries (TMR and LOTE) recording an increase. 
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Over the same period, however, the acquisitions budget for electronic resources 
had seen an increase in 50% of the libraries, although four libraries reported that 
they had less funds for electronic resources, in one case experiencing a significant 
decrease (DERM) largely because of the impact of MoG changes.  
There was clear evidence that the range of electronic resources subscribed to by 
the agency libraries had increased, with 83% of respondents reporting the upward 
movement. DERM and DoCS(Emergency) indicated that their libraries now had a 
smaller range of resources. 
Over the same period of time, the allocation of space for libraries had been reduced 
for half the libraries (nine) and remained the same for eight libraries.  Only one 
library reported that they had gained space.  Accordingly, seven libraries had seen a 
reduction in the size of the physical collection, reflecting both the lower 
expenditure on print resources and the smaller library footprint, although five 
libraries reported an increase in the size of the collection (DET, LOTE, ISSU, QAS and 
TMR). 
While the hours of service had remained constant in most libraries (13), with only 
three reporting that they had increased (TMR, LOTE and QAS), it was noteworthy to 
find that the range of services, and indeed the level of service, provided by the 
libraries had generally increased.  Of those agencies that charged user fees, five 
instances of increases to the fee structure for internal clients were noted (DERM, 
Crown Law, DoCS (Emergency), DET, TMR).  Only one library (DET) reported that 
there had been an increase in fees for external clients.   
At the conclusion of the survey, library managers were asked to outline any new 
initiatives or developments planned for their library over the next 3 years (2010-
2012).  Many ideas are being formulated, including: 
 Business development (including income generation) 
 Increased marketing and promotion 
 Increased coordination of purchasing and acquisition of resources 
 Introduction of new LMS 
 Introduction of blogs, RSS feeds 
 Introduction of federated searching 
 E-book trials 
 Increased training and information literacy programs, including online 
tutorials 
 Digitisation projects 
 Information management activities 
 Knowledge management activities 
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It would be worthwhile for these initiatives to take place collaboratively across 
government rather than individually within the separate libraries. 
Some libraries will be directly involved in the establishment of two new science 
precincts in Coopers Plains (QHFSS, CSIRO and DEEDI,) and Boggo Road (DEEDI, 
DERM and CSIRO), which will provide both new opportunities and many challenges 
in terms of the location and delivery of library services. 
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Appendix 3  Queensland Government, April 2009 
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Appendix 4  Queensland Government agency library managers 
 
 
Managers Agency 
Jill Duff Dept of Communities 
Maleah Harris Dept of Communities: Queensland Academy of Sport 
Jennifer Nielsen 
Dept of Community Safety: Combined Emergency 
Services Academy 
Robyn Sanders Dept of Community Safety: Corrective Services Academy 
Debra Harvey,  
Paul O’Neill 
Dept of Education and Training 
Vanessa Kerley 
Dept of Education & Training: Indigenous Schooling 
Support Unit  
Tamara  Romans 
Dept of Education & Training: Languages Other Than 
English (LOTE) Library  
Jeanette Clarkson,  
Helen Macpherson 
Dept of Employment, Economic Development & 
Innovation 
Cecilia Carroll,  
Anne Tobin 
Dept of Environment & Resource Management 
Janice Ma Dept of Justice & Attorney-General 
Svea Sakellariou, 
Sannie Dragani 
Dept of Public Works 
Angela Vilkins Dept of the Premier & Cabinet 
Pixie Trimbonias Dept of Transport and Main Roads 
Marko Laine Office of the Queensland Parliamentary Counsel 
Philip Fahy Queensland Audit Office 
Garry Hall Queensland Health Central Library 
Imelda Ryan Queensland Health Forensic & Scientific Services 
Cheryl Petroeschevsky Queensland Police Service 
Queensland Government Agency Libraries Review 
 
 67 
 
 
Appendix 5  Participants in wider consultation interviews 
 
 
Semi-structured interviews were held with the following people as part of the wider 
consultation process: 
Lea Giles-Peters  State Librarian, State Library of Queensland 
Anna Raunik Executive Manager, Client Services & Collections, 
State Library of Queensland 
Mary Seefried  Parliamentary Librarian, Queensland Parliament 
Janet Prowse  State Archivist, Queensland State Archives 
Margaret Allison  Commission Chief Executive,  
Queensland Public Service Commission 
Kathy Stapylton  President, AGLIN  
Kym Holden Past President, AGLIN 
Nikki Darby Manager, Electronic Resources Australia (ERA) 
Michael Aulich Manager, Australian Taxation Office Library 
Allison Billing  Library & Research Manager, NSW Service First 
Dee Malkmus  Library Manager, WA Dept of the Premier & 
Cabinet 
Laurie Atkinson Manager, Operations 
 Victoria Dept of Treasury and Finance 
Janne Bonnett  Manager, Libraries Innovation & Strategy Team, 
Victoria Dept of Treasury and Finance 
Bronia Renison  Director Library Services 
Townsville Health Library (Queensland Health) 
Jocelyn Priddey  Senior Manager, Information Resources 
University of Queensland 
Leanne Cummings  National Library Manager, Norton Rose Australia 
Sue Hutley   Executive Director 
Australian Library & Information Association (ALIA) 
Deanne Barrett  Chair, ALIA Special Libraries Advisory Committee 
Sue Henczel   Australia/New Zealand Chapter,  
Special Libraries Association (SLA) 
Shirley Forster  Manager, Altarama Information Services 
Erica Maxwell  Sales & Support Manager, RMIT Publishing 
Damian Mills  National Sales & Client Services Manager, IBISWorld 
Nikki McAusland  Client Relationship Manager, IBISWorld  
Kerryn Ruthven  National Client Service Manager, IBI World 
 
